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1. ACRONYMS AND ABBREVIATIONS 

 

BI  Identity Card 

BPO/KPO Business Processing Outsourcing / Knowledge Processing Outsourcing 

CIRAP  Inter-ministerial Commission for Public Administration Reform 

CPF  Country Partnership Framework 

DE4A Digital Economy for Africa 

e-Bau Electronic Licensing Systems 

ERDAP  Public Administration Reform and Development Strategy 

ESCP Environmental and Social Commitment plan 

G2B Government to business 

G2C Government to citizens 

G2I Government to individuals 

GRM Grievance Redress Mechanism 

GRC Grievance redress committee 

ICT Information Communication Technology 

IT Information Technology 

ITES  IT-Enabled Services 

FDI Foreign Direct Investment 

GDP Gross Domestic Product 

HDI Human Development Index 

IMF International Monetary Fund 

INAGE  National eGovernment Institute 

JET Jobs and Economic Transformation 

M&E Monitoring & Evaluation 

MCTESTP Ministry of Science and Technology, Higher and Technical Vocational Education 

MFD Maximizing Finance for Development 

MDAs  Ministries, Departments and Agencies 

MTC Ministry of Transport and Communications 

PDO  Proposed Project Development Objective 

PIU  Project Implementation Unit 

PPP Public Private Partnership 

SDGs  Sustainable Development Goals 

TA Technical Assistance 

USAF  Universal Access Service Fund 

WGI Worldwide Governance Indicators 

WEEE Waste of Electrical and Electronic Equipment 
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2. INTRODUCTION AND BACKGROUND 

Mozambique showcases great potential for a dynamic digital transformation. Regulatory reforms have 

fostered competition in the telecom market, and mobile broadband penetration has experienced rapid 

growth in recent years, with an additional 9 million Mozambicans gaining access to mobile broadband.1 

Associated economic benefits are estimated to have reached up to US$370 million, 2.7 percent of total 

GDP created in Mozambique during the 2012-2019 period.2 Mozambique has the lowest mobile Internet 

cost in sub-Saharan Africa (US$1.97 per gigabyte)3, and mobile phone penetration stands at 46 percent of 

the population.4 This provides significant opportunities for the provision of multimodal service delivery 

(hotlines, USSD, SMS). Furthermore, 40.3 percent of registered firms in Mozambique operate with their 

own website, 5  close to 10 points above the Sub-Saharan Africa (SSA) average. The United Nations 

Business-to-Consumer (B2C) e-Commerce Index 2018 placed Mozambique amongst the top ten African 

countries by proportion of individuals shopping online, with 15 percent of age 15+ making online 

purchases. Improvements in foundational digital transformation elements, combined with support to 

start-ups and existing businesses, can help the Mozambican economy harness digital data and new 

technologies, generate new content, link individuals with markets and with government services, and 

address the challenges the country is facing on public service delivery and job creation.  

 

The Government of Mozambique (GoM) has already attempted to introduce digitalization to facilitate 

access to services – albeit with difficulties,6 and key foundational elements for the delivery of digital 

services are missing. The number of government services currently being offered by the Government is 

uncertain, as there is no centralized monitoring and coordination of the digital presence of ministries, 

departments and agencies (MDAs). Only seven platforms that directly support the delivery of services are 

currently operating.7 However, most of these systems can be characterized as backend digital solutions, 

aimed at managing menial internal processes (i.e. designed to support civil servants’ handling of service 

requests that remain in-person and paper-based). Only a few government websites provide links to 

simpler online applications, many of which do not function appropriately when tested. Online payments 

for public services are uncommon, limiting the capacity of services to be delivered fully online.  

 

  

 
1 TeleGeography, 2017. 
2 Implementation Completion Report AFCC2/RI-RCIP3 - Regional Communications Infrastructure Program - Phase 3 (P111432) 
3 Research ICT Africa, Mobile Pricing Index, Q3 2019.   
4 Digital Mozambique 2019 https://www.slideshare.net/DataReportal/digital-2019-mozambique-january-2019-v01  
5 2018 Enterprise Survey 
6 For the past six years, the MIC, jointly with the INAGE, has worked on an Electronic Licensing Systems (e-Bau), a one-stop shop for new 
businesses. However, e-BAU hasn’t yet managed to integrate (back and front-end) most licensing and registration processes required.  
7 i) National System of Civil Registration (SINAREC), ii) Biometric Driving License and Motor Vehicle Registration Systems, iii) Biometric ID Card and 
Passport System, iv) Integrated System for Property Registration (SIRP), v) Electronic Licensing Systems (e-Bau), and vi) Digital Declaration System, 
and vii) Digital Taxation System. 
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2.1. PROJECT DESCRIPTION 

The project is an Investment Project Financing (IPF) of a proposed amount of USD 150 million. The amount 

will be allocated as 75 percent (US$120 million) to investments and 25 percent to Technical Assistance 

and capacity building. As a cross-sectorial transformational project, strategic leadership will be anchored 

at the Inter-ministerial Commission for Public Administration Reform ( CIRAP)and implementation within 

the Ministry of Science Technology and High education( MCTESTP) and the Ministry MTC. The project is 

expected to last five years as of the WBG Board approval date. 

The Project Development Objective (PDO) is to improve citizens’ access to selected government services 

and to foster the growth of domestic digital businesses. The main outcomes of the project will be: (i) 

improved service delivery for governments and citizens in selected areas, and (ii) increased number of 

digital businesses, contributing to job creation and income growth. In addition, the project will focus its 

attention on delivering and measuring achievement of results on a set of priority areas that will be chosen 

based on their relevance, demand, and strategic importance to the Project’s PDO as well as their ability 

to be achieved during implementation. Progress observed in each of these priority areas will, whenever 

pertinent, be used to trigger disbursement under the results/based financing scheme proposed for the 

project. 

The project’s support to Mozambique’s digital transformation is structure around three technical 

components (1,2 and 3) and a project implementation component (4). In Component 1- Digital 

Foundations; Component 2- Digital Government and Identification; Component 3-  Digital Economy; 

(Figure 1). As such, components are synced as results reinforce each other’s outcomes. For example: 

• More inclusive and less vulnerable digital access are key elements for effective digital government 

and competitive digital market.    

• Improved digital services to firms will ease the ability of new and young firms to formalize.  

• A more vibrant digital ecosystem will be better placed to provide tools to SMEs, farmers, and the 

Government itself. 

• The publication of public data in digitally friendly enables digital entrepreneurs harness data 

innovation to bring more transparency and accountability to government services and activities.   

• The digitization of paper records will incentive businesses with new AI-based models that can 

create basic skilled jobs for the youth and women.8 

 
8 “Demand from the government itself through utilizing online outsourcing platforms can stimulate the growth of the digital industry”. The 
World Bank, 2015. The Global opportunity in online outsourcing. 
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Figure 1. Integrated approach for Mozambique’s digital transformation 

 

Component 1 – Digital Foundations (US$70 million) 

This component will focus on the critical policies, capacity and institutional coordination required to 

support the development of the digital government and economy. Activities will include: (i) policy reforms 

to enable digital services and economy; ii) technical assistance for better targeting of digital inclusion 

interventions; iii) design and implementation of capacity building programs that meet the demand of 

public and private sectors; and iv) design and implementation of institutional mechanisms for 

coordination and financing of digital activities across government. 

Subcomponent 1.1: Digital frameworks and Enabling Policies (25 million) - This subcomponent will support 

the reform of foundational regulatory and institutional frameworks required for the public sector, citizens 

and businesses to benefit from digital transformation in a secured and trusted manner. This 

subcomponent will support the GoM setting up critical policy and legal reforms needed for trust in the 

digital context, including through data protection, data sharing, cybersecurity, intellectual property rights, 

and .mz domain. Enabling policies will also include wider than core-digital reforms for improved public 

services, access to information, business climate, early-stage financing. Activities will build technical 

capacity and enforcement mechanisms amongst agencies (i.e. Ministry of Transport and Communications 

– MTC, National Institute of Information and Communications Technologies – INTIC, Bank of Mozambique 

– BoM, Ministry of Interior – MoI), including the development of the Government Certification Authority 

(ACGOV)9, and Data Protection.  

Subcomponent 1.2: Digital Access and Capacity (45 million) - Activities in this subcomponent will improve 

the government capacity to design innovative solutions and strategic interventions to promote digital 

inclusion and talent. Content and programs relevant to rural communities will be developed and 

accessible by leveraging infrastructure and synergies with others.10 The project will revamp the under-

utilized network of MOST’s Community Multimedia Center and provide access to information and 

knowledge on agriculture, fisheries, sexual and reproductive health education, and financial literacy, 

 
9 For Mozambique’s Digital Certification System as the entity responsible for execution / operationalization of the certification policies and 
guidelines approved by the Management Committee, as defined in Decree 59/2019, of 03 July. 
10 For example, development of tools and content identified in support of to the Demographic Dividend Project targeting rural communities 
through existing infrastructure and programs. 
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among other topics 11  Secondly, this subcomponent will invest in a large-scale digital capacity 

development program to ensure availability of digital talent needed to realize Mozambique´s digital 

economic transformation. 12  The project will deploy public-private skills development programs to 

exponentially grow the talent pool public and private sector can access to accomplish the country´s digital 

transformation.  

Component 2 – Digital Government and Identification (US$ 80 million) 

This component will focus on improving the Government’s capacity to deliver services to citizens and 

businesses in sectors of primary interest, including health and education. The services will be prioritized 

following criteria such as usage, impact, and short-term feasibility. 13  The delivery of these services will 

be underpinned by the building blocks of digital platforms, including identification, interoperability, 

payments and cloud. Project interventions will improve the way services are delivered especially for 

underserved populations.  

Subcomponent 2.1: Identification and Government Platforms - The objectives are to: (i) facilitate and 

secure access to civil registration services and legal identity for citizens; and (ii) build the institutional and 

technological backbone for the delivery of services that are faster, cheaper, and better. This components 

will fund activities such as (i) simplification of identification processes across central and local government 

levels (ii) country-wide digitalization of paper records pertaining to civil registration and identification, (iii) 

collection of electronic biometric data of Mozambican citizens, (iv) upgrade of selected facilities 

responsible for identification services, (v) acquisition of software and hardware (e.g., computers, 

modems) for civil registries across the country, (vi) manufacture of identity cards, and (vii) mass outreach 

campaigns promoting access to legal identification. This component will support, among others: (i) 

expansion and improvement of connectivity for central and local governments, (ii) strengthening of data 

warehousing capacity (e.g., government cloud solutions), (iii) acquisition of hardware for central 

government beneficiaries, (iii) development and deployment of core back-end information systems that 

allow for government wide digital solutions (e.g. interoperability across government databases, digital 

signatures, and digital payments), and (iv) technical assistance to strengthen the institutional capacity to 

manage and upgrade the technological infrastructure provided.   

Subcomponent 2.2: Digital Services - The objectives are to: (i) mainstream a user-centric approach to 

service delivery in government, thereby improving efficiency, citizen satisfaction, and public service 

accountability; and (ii) increase the coverage and quality of public services offered through multiple 

channels (web, phone and in-person).. The component will support services such as:14  

• Telemedicine (e.g., remote consultation and decision-support to frontline health service 

providers) 

• Tele-education (e.g., remote class planning support and skills upgrading) 

• Unique government transparency and information portal (web and voice-based) 

• Proactive citizen feedback mechanism on quality of service delivery  

 
11 MoST manages 66 CMC in rural areas, most of them without internet connection, and without strategies for programs.  
12 This skills development program follows the success of WBG projects implemented in Mexico, Nicaragua, and Eastern Caribbean States. 
13 Although largely ignored in development programs, the most uncontroversial evidence concerning the success of digital projects is their 
short-term feasibility and their modularity, i.e. smaller components of a digital service can be delivered regularly (Standish 2015).  
14 Following standard good practice, the selection of services is done iteratively and through a series of user needs assessment, which employs 
quantitative and qualitative data to shed light on users’ needs, with a focus on the most disadvantaged citizens.  
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• Digitalization of all (12) business licensing procedures15 

• Digitalization of taxpayer number creation and tax payment procedures  

Component 3 – Supporting the development of the digital economy ecosystem (US$ 50 million) 

This pillar will focus on digital economy private sector development, with an increasing contribution to 

private sector-led investments, and firm and job creation. On one side, this component will enable the 

growth of digital firms (including young, small and medium firms with platform-based and data-driven 

digital business models) and the development of the digital industry (information technology enabled 

services) in Mozambique. Secondly, this component will support adoption of digital technologies by non-

digital firms with a dedicated emphasis on using online platforms to sell products and services.    

Subcomponent 3.1: Fostering the growth of Digital Firms- This subcomponent will improve the success 

and growth rate of digitally-enabled startups and SMEs in Mozambique creating a stronger, more dynamic 

and competitive private sector.16 Specific activities proposed under this subcomponent include: 

a) Concept/idea phase activities. Idea phase activities will strengthen MSTSEPT’s annual National 

Innovation Competition for Community Development and leverage other government-led and WB17 

innovation efforts and programs. The project will also finance SME prototyping and digital start-up 

innovation facilities to improve access to technology and SME innovation, including through digital 

fabrication technologies and in support to Mozambique’s Blue Economy agenda. 

b) Start-up acceleration phase activities. Specific activities in this phase will include the provision of 

business development support for access to market and acceleration grants for investment readiness. 

These interventions will target priority and emerging sectors (i.e., women entrepreneurship, Fintech, 

governance, SME resilience, agriculture) and seek proposals from existing local incubators to attract 

world-class international accelerators, connecting the Mozambican innovation and entrepreneurship 

ecosystem to international networks of investors, mentors and market opportunities.  

c) Seed funding activities. will support business angel networks and crowdfunding sites to unlock start-

up-stage investments. Interventions will include co-investment grants for selected growth potential 

digital start-ups and SMEs conditional to their ability to raise seed funds from business angels and 

crowdfunding investors.  

Subcomponent 3.2: Fostering eCommerce and Digital Adoption by SMEs will increase access to markets by 

Mozambican sellers by improving the conditions for inclusive usage of online platforms by non-digital 

SMEs. Online stores and marketplaces are some of the most used platforms in Mozambique18 and a 

growing number of local companies advertise online. Activities will focus on fostering SMEs capabilities, 

 
15 The business licensing process (i.e. company incorporation) involves 12 separate procedures (e.g. Name Reservation, Issuance of Commercial 
Certificate, Certificate of Definitive Registration, Publication at Official Gazette, Issuance of NUIT,  Issuance of License, Start of Activities, Social 
Security Registration, Communication of start of activities, Approval of work schedule, Approval of Nominal List, City Council registration), 
which involves multiple ministries and stakeholders.   
16 During the first phase of implementation, it is expected that support to entrepreneurs, and SMEs will focus on helping address COVID-19 
impacts. 
17 Activities will leverage synergies and build linkages with other WB programs supporting entrepreneurship and SME growth, including 
MozSkills, Demographic Dividend business plan competition, Biofund and ProBlue innovation program, among others. 
18 Amid COVID-19 a large variety of business transitioned their shops to online market places to facilitate reduced mobility and social distancing 
measures. Prior the pandemic early-adopter cases include XAVA, an online store, founded in June 2010, which sells products like clothing, 
books, refills, and electronics. In a similar vein, IzyShop is the first virtual supermarket in Mozambique, where consumers may purchase a large 
variety of groceries and products from their home. IzyShop is one of the first Mozambican startups to raise capital, which came from local 
investor DHD Holding (Makadristo, 2018) 
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with a dedicated focus on women-led businesses, in using platforms to access to markets, such as 

ecommerce, procurement, and microwork platforms. This includes the development of the National 

Addressing System that reduces delivery failure rates, thereby bolstering consumer trust and reducing 

logistical delivery costs.   

Component 4 – Project management and implementation capacity (US$ 5 million)  

The main objectives of this component are to reinforce project implementation capacity, support 

operating costs related to project management and provide equipment for project management. Effective 

project management ensures the necessary coordination and change-management processes are carried 

out in a timely and effective manner.  

The project will support the set-up of a Project Implementation Unit (PIU). The PIU will be dedicated to 

the management and implementation of the project. This subcomponent will support the operating costs 

and necessary investments related to project management including consultant recruitment for technical 

support, fiduciary and M&E management, provision of IT materials, office equipment and office 

rehabilitation work for the project implementation unit. To foster awareness and reduce behavioral 

resistances, the project management will be responsible for developing and implementing a change 

management plan across MDAs, and a strategy for communication and information-sharing for citizens, 

firms and public institutions. 

Table 1. Activities by project component and respective budget by component 

Components & Sub-Components IDA Costs 

Component 1: Digital Foundations 70.00 

Sub-Component 1.1: Digital Frameworks and Enabling Policies 25.00 

Sub-Component 1.2: Digital Access and capacity 45.00 

Component 2: Digital Government and Identification 80.00 

Sub-Component 2.1: Identification and Government Platforms .00 

Sub-Component 2.2: Digital Services .00 

Component 3: Supporting the development of the digital economy ecosystem 50.00 

Sub-Component 3.1: Fostering the growth of Digital Firms .00 

Sub-Component 3.2: Fostering eCommerce and Digital Adoption by SMEs .00 

Component 4: Project Management and Implementation Capacity 5.00 

Total Project Cost 150.00 

 

2.2. PURPOSE AND OBJECTIVE OF THE STAKEHOLDER’S ENGAGEMENT PLAN (SEP)  

The WB ESS10 “Stakeholder engagement and information disclosure” requires that Borrowers engage 

with stakeholders throughout the project life cycle, commencing such engagement as early as possible in 
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the project development process and in a timeframe that enables meaningful consultations with 

stakeholders on project design. The nature, scope and frequency of stakeholder engagement will be 

proportionate to the nature and scale of the project and its potential risks and impacts. 

The objectives of this SEP are:  

• To establish a systematic approach to stakeholder engagement that will help GoM identify 

stakeholders and build and maintain a constructive relationship with them, in particular project-

affected parties. 

• To ensure that appropriate project information on environmental and social risks and impacts is 

disclosed to stakeholders in a timely, understandable, accessible and appropriate manner and 

format. 

• To provide project-affected parties with accessible and inclusive means to raise issues and 

grievances and allow Borrowers to respond to and manage such grievances. 

• Define procedures for the project stakeholder engagement such that it meets the Environmental 

Social Standard 10, International Best Practice and national regulations.   

• Identify key stakeholders that are relevant in project implementation affected, and/or able to 

influence the project and its activities.  

• Describe the communication protocols and channels the project will use to communicate with the 

different types of stakeholders  

• To assess the level of stakeholder interest and support for the project and to enable stakeholders’ 

views to be considered in project design and environmental and social performance.  

• To promote and provide means for effective and inclusive engagement with PAPs throughout the 

project life cycle on issues that could potentially affect them.  

• To ensure that appropriate project information on environmental and social risks and impacts is 

disclosed to stakeholders in a timely, understandable, accessible and appropriate manner and 

format.  

• To provide PAPs with accessible and inclusive means to raise issues and grievances and allow the 

implementing agencies to respond to and manage such grievances.  

• Define roles and responsibilities for the implementation of the SEP  

• Guide the GoM to build mutually respectful, beneficial and lasting relationships with stakeholders.  

• To share and informed stakeholders about the project objectives, the types of investments and 

activities that are going to be funded by the project, timeline, contractors, locations of works, 

environmental and social measures taken to reduce negative impacts to the public health, safety, 

land property, transit, etc.    

• To maximize the impact of the project by making the results and deliverables of the project 

available to the stakeholders and to the wider audience.   
 

 

3. LEGISLATIVE AND ENVIRONMENTAL AND SOCIAL STANDARDS REQUIREMENTS 

The SEP takes into consideration the existing national and international institutional regulatory framework 

that guarantees the right of speech, reunion, access of information, participation disclosure and 

consultation.  

 

3.1. NATIONAL LAWS AND REGULATIONS  

The following are national legislations relevant to this SEP:  

• Constitution of the Republic of Mozambique  
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• Regulation on Environmental Impact Assessment – 54/2015 of 31st December 

• General Guidelines for the Public Participation Process in the Environmental Impact Assessment 

process - Diploma nº 130/2006 Of 19 July 

• The Ministerial Diploma on the Directive for Elaboration of Environmental Impact Studies 

(129/2006 

 

The constitution of the Republic establishes in its Article 48 that all citizens have the right to freedom of 

expression, freedom of the press, as well as the right to information. While the  Article 79 establishes that 

“All citizens have the right to submit petitions, complaints and grievances to the competent authority to 

demand the restoration of their violated rights  in defense of the general interest. 

 

Under the Mozambican Legislation, stakeholders´ engagement is required from early stages of a project 

conception, either as part of environmental and social impact assessment or land use rights acquisition. 

According to decree 54/2015 of 31st December – Regulation for Environmental Impact Assessment, public 

consultation process is a compulsory activity for all Category A+, A and B projects. The Ministerial Diploma 

on the Directive for Elaboration of Environmental Impact Studies (129/2006) and Public Participation 

General Directive (Diploma 130/2006) outlines when and how should the public consultation process be 

conducted as well as disclosure requirements of the documentation under consultation. The EIA 

Regulations defines the public participation process as an activity which involves public audience and 

consultation. 

  

The public participation process implies delivery of information regarding projects to all directly and 

indirectly interested and affected parties, and an explanation of the project to enable participants to raise 

issues of concern for investigation in the ESIA.  

 

 

3.2. FINANCIAL INSTITUTION- THE WORLD BANK’S REQUIREMENTS  

The World Bank’s Environment and Social Standard 10 sets out that a Borrower has to engage with 

stakeholders as an integral part of a Project’s environmental and social assessment and project design 

and implementation. The nature, scope and frequency of the engagement should be proportional to the 

nature and scale of the Project.  

 

Consultations with stakeholders have to be meaningful and based on stakeholder identification and 

analysis, plans on how to engage stakeholders, disclosure of information, actual consultations, as well as 

responses to stakeholder grievances, and reporting back to stakeholders.3 

 

Relevant Environmental and Social Standards for EDGE Project  
 
The following are Bank ESF environmental and social standards (ESSs) that will be applied for the 

implementation of the RUDP-II project.   

 

ESS10 Stakeholder Engagement and Information Disclosure -RELEVANT- The Project will need to 

undertake consultations with a range of stakeholders including private businesses, government 

departments, small businesses and people working in digital industry. This will include mechanisms for 

information sharing, citizen engagement and beneficiary feedback. This Stakeholder Engagement Plan has 

been prepared by to meet these standard requirements.  
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ESS1 Assessment and Management of Environmental and Social Risks and Impacts - RELEVANT: Based on 

the information available to date, it is not expected that the proposed project will require further 

Environmental and Social Assessment beyond initial screening. However, there might be exceptions 

where the nature of risks and impacts of the Technical Assistance (TA) outputs justifies the need for the 

WB to prior review the Terms of Reference for TA to include relevant ESF aspects. 

 

ESS2 Labor and Working Conditions -RELEVANT - The project interventions will involve include direct 

workers, contract workers, civil servants, and consultants to provide technical assistance. As far as right 

of speech is concerned ESS2 requires that a grievance mechanism is provided for all direct workers and 

contracted workers to raise workplace concerns. Such workers will be informed of the grievance 

mechanism at the time of recruitment and the measures put in place to protect them against any reprisal 

for its use.  

 

ESS4 Community Health and Safety- RELEVANT- The ESS4 is relevant to the Project. Mozambique 

continues to face Covid-19 crisis and case numbers continue to rise. The project will avoid or minimize the 

potential for community exposure to Covid-19, which could result from project activities, taking into 

consideration differentiated exposure to and higher sensitivity of vulnerable groups. The project should 

explore opportunities during the project life cycle to implement WHO Covid-19 prevention directives help 

minimize this pandemic. 

 

 

4. STAKEHOLDER IDENTIFICATION AND ANALYSIS 

The broad scope of this project makes everyone an important stakeholder, either as a beneficiary of the 

digital services provided or as the public and private employees that will administer the services, or as the 

implementation partners and associations involved in the different phases of the project. Cooperation 

and negotiation with the stakeholders throughout the Project development often 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 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. Legitimacy of the community representatives can be verified by talking informally to a 

random sample of community members and heeding their views on who can be representing their 

interests in the most effective way. 

 

Project stakeholders are defined as individuals, groups or other entities who: 

(i) are impacted or likely to be impacted directly or indirectly, positively or adversely, by the 

Project (also known as ‘affected parties’); and  

(ii) may have an interest in the Project (‘interested parties’). They include individuals or groups 

whose interests may be affected by the Project and who have the potential to influence 

Project outcomes. 

 

For the purposes of effective and tailored engagement, stakeholders of the proposed project can be 

divided into the following core categories: 



 
 
MOZAMBIQUE DIGITAL GOVERNANCE & ECONOMY (P172350)     SEP 

 
 

14 

 

• 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; 

• 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; and 

• 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 status19, and that may require 

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

making process associated with the project. 

 

4.1. Affected parties 

For the purpose of this SEP we will consider Affected Parties individuals, groups, and communities directly 

affected by project interventions and other parties that may be subject to direct impacts from the Project. 

Specifically, the following individuals and groups fall within this category:  

• Mozambican citizens in general 

• Women entrepreneurs and women-led firms and/or businesses 

• SMEs, start-ups, business, firm and/or company owners and licensee holders 

• IT and digital entrepreneurs, business owners, start-up owners and specialists 

• Policy makers and regulators for reforms: Mozambique National Institute of 

Communications/Communications Regulatory Authority of Mozambique (INCM/ARECOM), 

National Institute of Information and Communications Technologies (INTIC), Bank of 

Mozambique (BoM) 

• MDAs: Ministry of Transport and Communications (MTC), Ministry of Industry and Commerce 

(MIC), Ministry of Justice, and Ministry of Interior (MoI), Ministry of Economy and Finance (MEF), 

Ministry of Labor and Social Security (MITESS), National Postal Agency, Trade & Investment 

Promotion Agency of Mozambique (APIEX), National Social Security Institution (INSS), Institute 

for the Promotion of Small and Medium Enterprises (IPEME), National Authority for Professional 

Education (ANEP), Development Agency for the North (ADIN), Center for the Development of 

Financial Information Systems (CEDSIF), Tax Authority of Mozambique (ATM) 

• Funding entities: Universal Access Service Fund (UASF), National Research Fund, National 

Vocational Training Fund, Mozambique Business Angels Association (AMBA) 

• Incubators, acceleration and mentorships, grants and other entrepreneurial ecosystem entities: 

Orange Corner, Incubator Sandbox, Espaço Inovação (Eduardo Mondlane University), Standard 

Bank Incubator, Ideario Hub, IdeaLab, Fintech Challenge, Climate LaunchPad 

• Administrators, employees and beneficiaries of: 

o Notary and Conservatory; 

o Licensing Services; 

o Tax and Fee Collection Services; 

o Migration Services; 

 
19 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, illness, physical or mental disability, poverty or economic disadvantage, or dependence on unique 
natural resources. 



 
 
MOZAMBIQUE DIGITAL GOVERNANCE & ECONOMY (P172350)     SEP 

 
 

15 

o INSS registration; 

o Labor rights and issues 

• People and businesses affected by or otherwise involved in project-supported activities 

• Agencies and institutions and workers responsible for IT systems development, management, 

administration and maintenance. 

• Public servants /workers in institutions benefitting from the project 

4.2. Other interested parties 

The projects’ stakeholders also include parties other than the directly affected people, including:  

• Traditional and digital media: Jornal Notícias, Savana, Canal de Moçambique, Domingo, O País, 

Diário de Moçambique, Zambeze, Club of Mozambique, Revista Xonguila, Revista Índico, Rádio 

Moçambique, Cidade FM, Televisão de Moçambique (TVM), Soico Televisão (STV), Televisão 

Independente de Moçambique (TIM), Televisão Miramar, Media Mais, etc. 

• National and International NGOs and Associations in the IT sector 

• Public and private companies from all sectors 

• Other institutions under supervision of main MDAs:  

o National Research Fund (FNI) 

o National Council for Higher Education Quality Assessment (CNAQ) 

o Scholarship Institute (IBE) 

o Center for Research and Technology Transfer for Community Development (CITT) 

o National Center for Biotechnology and Bioscience 

o Academy of Sciences of Mozambique 

o National Science and Technology Parks Company 

o Center for Research and Development in Ethnobotany (CIDE)  

o Institute of Cereals of Mozambique (ICM) 

o Institute for Standardization and Quality (INNOQ) 

o Industrial Property Institute (IPI) 

o Mozambique Merchandise Exchange (BMM) General Finance Inspectorate (IGF) 

o Zambezi Valley Development Agency (ADVZ) 

o State Participation Management Institute (IGEPE) 

o Insurance Supervision Institute of Mozambique (ISSM) 

o National Institute of Social Security (INPS) 

o Economic Rehabilitation Support Fund (FARE) 

o Mozambique Stock Exchange (BVM) 

o Tmcel, Vodacom and Movitel 

 

4.3. Disadvantaged / vulnerable individuals or groups 

It is particularly important to understand whether project impacts may disproportionately fall on 

disadvantaged or vulnerable individuals or groups, who often do not have a voice to express their 

concerns or understand the impacts of a project and to ensure that awareness raising and stakeholder 

engagement with disadvantaged or vulnerable individuals or groups be adapted to take into account the 

needs of such groups or individuals, their concerns and cultural sensitivities, and to ensure a full 

understanding of project activities and benefits. The vulnerability may stem from person’s origin, gender, 

age, health condition, economic status and financial situation, disadvantaged status in the community 

(e.g., minorities or fringe groups), or dependence on other individuals and/or the state. Engagement with 
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vulnerable groups and individuals often requires the application of specific measures and assistance 

aimed at the facilitation of their participation in project-related decision-making so that their awareness 

of and input to the overall process are commensurate to those of other stakeholders.  

 

Within the Project, the vulnerable or disadvantaged groups may include, but not limited to the following:  

• Elderly- these people may be affected by the project due to their limited technology literacy 

• Illiterate people- this group of people can´t read and write, which are key aspects for access to 

technology. These aspects should be considered when developing and implementing the project 

• IT illiterate people- This group of people, although can read and write, but are not familiar with 

technology interaction, which may be a limiting factor to benefit from the project.  

• People without access to IT tools/equipment – Due to financial situation some people may not 

afford to buy IT/tools and equipment, hence becoming limited to benefit from the project. 

• People leaving in areas without internet access or network coverage- this fact will limit access 

temporarily or for a considerable period of time, hence these people not benefitting from the 

project. 

• People with disabilities (PWDs), members of associations that are part of Fórum das Associações 
Moçambicanas das Pessoas com Deficiência (FAMOD), which is comprised of associations such as 

Associação dos Cegos e Amblíopes de Moçambique (ACAMO), Associação dos Deficientes em 
Moçambique (ADEMO), Cooperativa Luana Semeia Sorrisos (COLUAS) ADEMO: Associação dos 
Deficientes de Moçambique; Associação dos Jovens Deficientes de Moçambique (AJODEMO), 
Associação Moçambicana de Mulheres Deficientes AMMD), Associação dos Surdos de 
Moçambique (ASUMO)- these people may be marginalized due to their desability that may limit 
them to access te bennefits f the project.  

• People living in remote or inaccessible areas – where access to internet and technology services 

is limited.  

• Female-headed households (limited access to funds)-  Lack of resources to buy handset and 

charge airtime and pay for internet services  

• Those living below the poverty line and unemployed- may not have enough resources to access 

the benefits of the project; 

 

Vulnerable groups affected by the project will be further confirmed and consulted during project 

implementation. Description of proposed methods of engagement to be undertaken is provided in the 

following sections. 

 

 

4.4. Relevant stakeholders by  project component 

The table 2 categorizes the stakeholders by  category for each project component. .This process  allows 

that the project implementers  know which stakeholders are to be engaged  for each component and 

subcomponent. 
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Table 2. Relevant stakeholders by project component 
 

Table 1. Project stakeholders by Category by Project Component 
Components & Sub-Components Interested stakeholders Affected Stakeholders Vulnerable groups 

Component 1: Digital Foundations 

Sub-Component 1.1: Digital 
Frameworks and Enabling Policies 

Project Implementation Unit – PIU 

National Institute of Electronic 
Government (INAGE) 

Ministry of Science and Technology, 
Higher Education and Technical-

Professional (MCTESTP) 

Mozambique National Institute of 
Communications/ Communications 

Regulatory Authority of Mozambique 
(INCM/ARECOM) 

National Institute of Information and 
Communications Technologies 

(INTIC) 

Bank of Mozambique (BoM) 

Project Implementation Unit – PIU 

National Institute of Electronic 
Government (INAGE) 

Ministry of Science and Technology, 
Higher Education and Technical-

Professional (MCTESTP) 

National Institute of Information and 
Communications Technologies 

(INTIC) 

Mozambique National Institute of 
Communications/Communications 

Regulatory Authority of Mozambique 
(INCM/ARECOM) 

Ministry of Transport and 
Communications (MTC) 

Ministry of Industry and Commerce 
(MIC) 

Ministry of Economy and Finance 
(MEF) 

Ministry of Justice 

Ministry of Interior (MoI) 

Ministry of Labor and Social Security 
(MITESS) 

People with disabilities (PWDs), 
members of associations that are part 

of Fórum das Associações 
Moçambicanas das Pessoas com 

Deficiência (FAMOD) 
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Components & Sub-Components Interested stakeholders Affected Stakeholders Vulnerable groups 

Private sector: CTA , ACIS 

 

Sub-Component 1.2: Digital Access 
and capacity 

Project Implementation Unit – PIU 

National Institute of Electronic 
Government (INAGE) 

Ministry of Science and Technology, 
Higher Education and Technical-

Professional (MCTESTP) 

National Institute of Information and 
Communications Technologies 

(INTIC) 

Mozambique National Institute of 
Communications/Communications 

Regulatory Authority of Mozambique 
(INCM/ARECOM) 

Ministry of Transport and 
Communications (MTC) 

Ministry of Industry and Commerce 
(MIC) 

Ministry of Economy and Finance 
(MEF) 

Ministry of Justice 

Ministry of Interior (MoI) 

Ministry of Labor and Social Security 
(MITESS) 

Bank of Mozambique (BoM) 

National Postal Agency 

Mozambican citizens 

Women entrepreneurs and women-
led firms and/or businesses 

SMEs, Start-ups, Business, firm 
and/or company owners and licensee 

holders 

IT and digital entrepreneurs, business 
owners, start-up owners and 

specialists 

Agencies and institutions and 
workers responsible for IT systems 

development, management, 
administration and maintenance  

Administrators, employees and 
beneficiaries of the identification and 
licensing services such as Notary and 
Conservatory, Licensing Services, Tax 

and Fee Collection Services, 
Migration Services, INSS registration, 

Labor rights and issues 

People and businesses affected by or 
otherwise involved in project-

supported activities 

Public and private companies from all 
sectors 

Other institutions under supervision 
of main MDAs 

Elderly 

Illiterate people 

IT illiterate people 

People without access to IT 
tools/equipment 

People living in areas without 
Internet access or network coverage 

People with disabilities (PWDs), 
members of associations that are part 

of Fórum das Associações 
Moçambicanas das Pessoas com 

Deficiência (FAMOD) 

People living in remote or 
inaccessible areas 

 

Female-headed households (limited 
access to funds) 

Those living below the poverty line 
and unemployed 
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Components & Sub-Components Interested stakeholders Affected Stakeholders Vulnerable groups 

Trade & Investment Promotion 
Agency of Mozambique (APIEX) 

Institute for the Promotion of Small 
and Medium Enterprises (IPEME) 

National Authority for Professional 
Education (ANEP) 

Development Agency for the North 
(ADIN) 

Center for the Development of 
Financial Information Systems 

(CEDSIF) 

Orange Corners 

Incubator Sandbox 

Espaço Inovação (Eduardo Mondlane 
University) 

Standard Bank Incubator 

Ideario Hub 

IdeaLab 

Fintech Challenge 

Climate LaunchPad 

Digital media channels and entities 

Universal Access Service Fund (UASF) 

National Research Fund 

National Vocational Training Fund 

Mozambique Business Angels 
Association (AMBA) 

Public servants /workers in 
institutions benefitting from the 

project 
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Components & Sub-Components Interested stakeholders Affected Stakeholders Vulnerable groups 

National NGOs and Associations in IT 
sector 

International NGOs and Associations 
in IT sector 

Community organizations and 
associations from all sectors 

Traditional media channels and 
entities 

ACIS and CTA 

Component 2: Digital Government and Identification 

Sub-Component 2.1: Identification 
and Government Platforms 

Project Implementation Unit – PIU 

National Institute of Electronic 
Government (INAGE) 

Ministry of Science and Technology, 
Higher Education and Technical-

Professional (MCTESTP) 

National Institute of Information and 
Communications Technologies 

(INTIC) 

Mozambique National Institute of 
Communications/Communications 

Regulatory Authority of Mozambique 
(INCM/ARECOM) 

Ministry of Transport and 
Communications (MTC) 

Ministry of Industry and Commerce 
(MIC) 

Ministry of Economy and Finance 
(MEF) 

Ministry of Transport and 
Communications (MTC) 

Ministry of Industry and Commerce 
(MIC) 

Ministry of Justice 

Ministry of Interior (MoI) 

Ministry of Economy and Finance 
(MEF) 

Ministry of Labor and Social Security 
(MITESS) 

National Postal Agency 

Trade & Investment Promotion 
Agency of Mozambique (APIEX) 

National Social Security Institution 
(INSS) 

Institute for the Promotion of Small 
and Medium Enterprises (IPEME) 

People without access to IT 
tools/equipment 

People living in areas without 
Internet access or network coverage 

People with disabilities (PWDs), 
members of associations that are part 

of Fórum das Associações 
Moçambicanas das Pessoas com 

Deficiência (FAMOD) 
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Components & Sub-Components Interested stakeholders Affected Stakeholders Vulnerable groups 

Ministry of Justice 

Ministry of Interior (MoI) 

Ministry of Labor and Social Security 
(MITESS) 

Bank of Mozambique (BoM) 

National Authority for Professional 
Education (ANEP) 

Development Agency for the North 
(ADIN) 

Center for the Development of 
Financial Information Systems 

(CEDSIF) 

Tax Authority of Mozambique (ATM) 

Other institutions under supervision 
of main MDAs 

Public servants /workers in 
institutions benefitting from the 

project 

Sub-Component 2.2: Digital Services 

Ministry of Transport and 
Communications (MTC) 

Ministry of Industry and Commerce 
(MIC) 

Ministry of Justice 

Ministry of Interior (MoI) 

Ministry of Economy and Finance 
(MEF) 

Ministry of Labor and Social Security 
(MITESS) 

Bank of Mozambique (BoM) 

National Postal Agency 

Trade & Investment Promotion 
Agency of Mozambique (APIEX) 

Mozambican citizens 

Women entrepreneurs and women-
led firms and/or businesses 

SMEs, Start-ups, Business, firm 
and/or company owners and licensee 

holders 

IT and digital entrepreneurs, business 
owners, start-up owners and 

specialists 

Agencies and institutions and 
workers responsible for IT systems 

development, management, 
administration and maintenance  

Administrators, employees and 
beneficiaries of the identification and 
licensing services such as Notary and 
Conservatory, Licensing Services, Tax 

and Fee Collection Services, 

Elderly 

Illiterate people 

IT illiterate people 

People without access to IT 
tools/equipment 

People living in areas without 
Internet access or network coverage 

People with disabilities (PWDs), 
members of associations that are part 

of Fórum das Associações 
Moçambicanas das Pessoas com 

Deficiência (FAMOD) 

People living in remote or 
inaccessible areas 
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Components & Sub-Components Interested stakeholders Affected Stakeholders Vulnerable groups 

National Social Security Institution 
(INSS) 

Institute for the Promotion of Small 
and Medium Enterprises (IPEME) 

National Authority for Professional 
Education (ANEP) 

Development Agency for the North 
(ADIN) 

Center for the Development of 
Financial Information Systems 

(CEDSIF) 

Tax Authority of Mozambique (ATM) 

Other institutions under supervision 
of main MDAs 

Migration Services, INSS registration, 
Labor rights and issues 

Public and private companies from all 
sectors 

Other institutions under supervision 
of main MDAs 

Public servants /workers in 
institutions benefitting from the 

project 

 

Female-headed households (limited 
access to funds) 

Those living below the poverty line 
and unemployed 

Component 3: Supporting the development of the digital economy ecosystem 

Sub-Component 3.1: Fostering the 
growth of Digital Firms 

Ministry of Transport and 
Communications (MTC) 

Ministry of Industry and Commerce 
(MIC) 

Ministry of Justice 

Ministry of Interior (MoI) 

Ministry of Economy and Finance 
(MEF) 

Ministry of Labor and Social Security 
(MITESS) 

Bank of Mozambique (BoM) 

National Postal Agency 

SMEs, Start-ups, Business, firm 
and/or company owners and licensee 

holders 

Women entrepreneurs and women-
led firms and/or businesses 

IT and digital entrepreneurs, business 
owners, start-up owners and 

specialists 

 

Illiterate people 

IT illiterate people 

People without access to IT 
tools/equipment 

People living in areas without 
Internet access or network coverage 

People with disabilities (PWDs), 
members of associations that are part 

of Fórum das Associações 
Moçambicanas das Pessoas com 

Deficiência (FAMOD) 

Female-headed households (limited 
access to funds) 
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Components & Sub-Components Interested stakeholders Affected Stakeholders Vulnerable groups 

Trade & Investment Promotion 
Agency of Mozambique (APIEX) 

National Social Security Institution 
(INSS) 

Institute for the Promotion of Small 
and Medium Enterprises (IPEME) 

National Authority for Professional 
Education (ANEP) 

Development Agency for the North 
(ADIN) 

Center for the Development of 
Financial Information Systems 

(CEDSIF) 

Tax Authority of Mozambique (ATM) 

Orange Corners 

Incubator Sandbox 

Espaço Inovação (Eduardo Mondlane 
University) 

Standard Bank Incubator 

Ideario Hub 

IdeaLab 

Fintech Challenge 

Climate LaunchPad 

Universal Access Service Fund (UASF) 

National Research Fund 

National Vocational Training Fund 

Those living below the poverty line 
and unemployed 
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Components & Sub-Components Interested stakeholders Affected Stakeholders Vulnerable groups 

Mozambique Business Angels 
Association (AMBA) 

National NGOs and Associations in IT 
sector 

International NGOs and Associations 
in IT sector 

Community organizations and 
associations from all sectors 

Digital media channels and entities 

Sub-Component 3.2: Fostering 
eCommerce and Digital Adoption 
by SMEs 

Project Implementation Unit – PIU 

National Institute of Electronic 
Government (INAGE) 

Ministry of Science and Technology, 
Higher Education and Technical-

Professional (MCTESTP) 

National Institute of Information and 
Communications Technologies 

(INTIC) 

Mozambique National Institute of 
Communications/Communications 

Regulatory Authority of Mozambique 
(INCM/ARECOM) 

Ministry of Transport and 
Communications (MTC) 

Ministry of Industry and Commerce 
(MIC) 

Ministry of Economy and Finance 
(MEF) 

Ministry of Justice 

SMEs, Start-ups, Business, firm 
and/or company owners and licensee 

holders 

Agencies and institutions and 
workers responsible for IT systems 

development, management, 
administration and maintenance  

Women entrepreneurs and women-
led firms and/or businesses 

IT and digital entrepreneurs, business 
owners, start-up owners and 

specialists 

People and businesses affected by or 
otherwise involved in project-

supported activities 

Public and private companies from all 
sectors 

Other institutions under supervision 
of main MDAs 

Elderly 

Illiterate people 

IT illiterate people 

People without access to IT 
tools/equipment 

People living in areas without 
Internet access or network coverage 

People with disabilities (PWDs), 
members of associations that are part 

of Fórum das Associações 
Moçambicanas das Pessoas com 

Deficiência (FAMOD) 

People living in remote or 
inaccessible areas 

 

Female-headed households (limited 
access to funds) 

Those living below the poverty line 
and unemployed 
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Components & Sub-Components Interested stakeholders Affected Stakeholders Vulnerable groups 

Ministry of Interior (MoI) 

Ministry of Labor and Social Security 
(MITESS) 

Bank of Mozambique (BoM) 

Digital media channels and entities 

Universal Access Service Fund (UASF) 

National Research Fund 

National Vocational Training Fund 

Mozambique Business Angels 
Association (AMBA) 

National NGOs and Associations in IT 
sector 

International NGOs and Associations 
in IT sector 

Community organizations and 
associations from all sectors 

Traditional media channels and 
entities 

Public servants /workers in 
institutions benefitting from the 

project 

 

Component 4: Project Management and Implementation Capacity 

 

Project Implementation Unit – PIU 

National Institute of Electronic 
Government (INAGE) 

Ministry of Science and Technology, 
Higher Education and Technical-

Professional (MCTESTP) 

Mozambican citizens 

Women entrepreneurs and women-
led firms and/or businesses 

SMEs, Start-ups, Business, firm 
and/or company owners and licensee 

holders 

Elderly 

Illiterate people 

IT illiterate people 

People without access to IT 
tools/equipment 

People living in areas without 
Internet access or network coverage 
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Components & Sub-Components Interested stakeholders Affected Stakeholders Vulnerable groups 

National Institute of Information and 
Communications Technologies 

(INTIC) 

Mozambique National Institute of 
Communications/Communications 

Regulatory Authority of Mozambique 
(INCM/ARECOM) 

Ministry of Transport and 
Communications (MTC) 

Ministry of Industry and Commerce 
(MIC) 

Ministry of Economy and Finance 
(MEF) 

Ministry of Justice 

Ministry of Interior (MoI) 

Ministry of Labor and Social Security 
(MITESS) 

Bank of Mozambique (BoM) 

IT and digital entrepreneurs, business 
owners, start-up owners and 

specialists 

Agencies and institutions and 
workers responsible for IT systems 

development, management, 
administration and maintenance  

Administrators, employees and 
beneficiaries of the identification and 
licensing services such as Notary and 
Conservatory, Licensing Services, Tax 

and Fee Collection Services, 
Migration Services, INSS registration, 

Labor rights and issues 

People and businesses affected by or 
otherwise involved in project-

supported activities 

Public and private companies from all 
sectors 

Other institutions under supervision 
of main MDAs 

Public servants /workers in 
institutions benefitting from the 

project 

People with disabilities (PWDs), 
members of associations that are part 

of Fórum das Associações 
Moçambicanas das Pessoas com 

Deficiência (FAMOD) 

People living in remote or 
inaccessible areas 

Female-headed households (limited 
access to funds) 

Those living below the poverty line 
and unemployed 
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4.5. Summary of project stakeholder needs and methods, tools and techniques for stakeholder 
engagement 

Table 3 outlines methods to be employed for stakeholder engagement activities including consultations 
and information dissemination. The methods vary according to the characteristics and needs of 
stakeholders and will be adapted according to circumstances related to the ongoing COVID-19 public 
health emergency. The table below presents the potential needs of stakeholders and will be updated as 
the during subproject level discussions. The stakeholders need matrix is based in the following 
concepts/aspects:   

- Target Stakeholders: refers to a group or category of stakeholders relevant to the project. This 
grouping may be based on their interest, characteristics, position, etc.  

- Key characteristics - refers to stakeholders´ features that is special to that category and need to 
be considered during consultation 

- Language needs- identification of the language requirements to disclose information and consult 
different categories of stakeholders to allow for their active participation in the process.  

- Preferred notification means - refers to means to notify different category of stakeholders for 
information disclosure or consultation, allowing them to provide feedback. 

- Specific needs –  
- Position with regards to the project – establish if certain category of stakeholder acts on support, 

opposing or neutral in relation to the project.  
- Level of influence- this can be defined as: i) high when the stakeholders can change the course of 

action and influence the outcome; ii) if the stakeholders can change the course of action but can 
not influence the change of outcome; iii) if the stakeholder can not change the course of action 
and can not influence the outcome.   

- Appropriate engagement approach – refers to technique or methodology used to engage the 
stakeholder 
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Table 3: Stakeholders needs Matrix 
 

Target stakeholders 
 

Key 
Characteristics 

Language needs 
 

Preferred notification 
means 

(Email, radio, phone, 
letter, direct 

communication) 

Specific Needs 
(accessibility, 

large print, 
childcare, 
daytime 

meetings etc.) 

Position with 
regards to the 

project (support, 
neutral, 

opposition) 

Level of 
Influence 

(High, 
medium, 

low) 

Appropriate 
engagement approach 

General public Partially 
Educated 

Portuguese, English, 
Changana, Ronga, 

Nyungué, Elomwe and 
Echuabo 

information materials, 
radio, television, 

newspaper, website 

Not Applicable Support High Public consultations 

SMEs, Start-ups, Business, 
firm and/or company owners 
and licensee holders, CTA,  

 

Educated Portuguese, English Coordination meetings, 
letters, emails, information 

materials 

Not Applicable Support High Coordination and 
advocacy meetings, 

focal group discussions 

IT and digital entrepreneurs, 
business owners, start-up 

owners and specialists 
 

Educated Portuguese, English Coordination meetings, 
letters, emails, information 

materials 

Not Applicable Support High Coordination and 
advocacy meetings, 

focal group discussions 

District Municipal workers 
responsible for IT systems 

development, management, 
administration and 

maintenance 
 

Educated Portuguese Coordination meetings, 
letters, emails, information 

materials 

Not Applicable Support High Coordination and 
advocacy meetings, 

focal group discussions 

Administrators, employees 
and beneficiaries of the 

identification and licensing 
services 

 

Interested 
stakeholder 

Portuguese, English, 
Changana, Ronga, 

Nyungué, Elomwe and 
Echuabo 

Coordination meetings, 
letters, emails, information 

materials 

Not Applicable Support High Coordination and 
advocacy meetings, 
Public consultations 

People and businesses 
affected by or otherwise 

involved in project-supported 
activities 

 

Interested 
stakeholder 

Portuguese, English, 
Changana, Ronga, 

Nyungué, Elomwe and 
Echuabo 

Letters, emails, 
information materials 

 

Not Applicable 
 

Support Medium Public consultations 

Public and private companies 
from all sectors 

 

Interested 
stakeholder 

Portuguese, English Letters, emails, 
information materials 

 

Not Applicable 
 

Support Medium Public consultations 



 
 
MOZAMBIQUE DIGITAL GOVERNANCE & ECONOMY (P172350)     SEP 

 
 

29 

Target stakeholders 
 

Key 
Characteristics 

Language needs 
 

Preferred notification 
means 

(Email, radio, phone, 
letter, direct 

communication) 

Specific Needs 
(accessibility, 

large print, 
childcare, 
daytime 

meetings etc.) 

Position with 
regards to the 

project (support, 
neutral, 

opposition) 

Level of 
Influence 

(High, 
medium, 

low) 

Appropriate 
engagement approach 

Women entrepreneurs and 
women-led firms and/or 

businesses 

Vulnerable 
Groups 

Portuguese, English, 
Changana, Ronga, 

Nyungué, Elomwe and 
Echuabo 

 

Letters, emails, 
information materials, 

television 

Daytime 
meetings, 

childcare options, 
focal group 
discussions 

Support Low Public consultations, 
focal group discussions 

People with disabilities Vulnerable 
Groups 

Portuguese, English, 
Changana, Ronga, 

Nyungué, Elomwe and 
Echuabo 

Community meetings, 
radio, social media 

Ensure that there 
are special 

accesses, focal 
group discussions 

and community 
meetings 

Support Low Community meetings, 
Public consultations, 

focal group discussions 

MDAs 
 
 
 

Influential 
Stakeholder / 
Regulatory 
Authority 

 

Portuguese, English, 
Changana, Ronga, 

Nyungué, Elomwe and 
Echuabo 

Coordination meetings, 
letters, emails, information 

materials 

Not Applicable 
 

Support High Public consultations 

Incubators, acceleration and 
mentorships, grants and other 

entrepreneurial ecosystem 
entities 

 

Technical 
Support 

Portuguese, English Coordination meetings, 
letters, emails, information 

materials 

Not Applicable 
 

Support High Coordination and 
advocacy meetings, 

focal group discussions 

Digital media Interested 
Stakeholder / 

Technical 
Support 

Portuguese, English Coordination meetings, 
letters, emails, information 

materials 

Not Applicable 
 

Support High Coordination and 
advocacy meetings, 

focal group discussions 

Funding entities Influential 
stakeholder 

Portuguese, English Coordination meetings, 
letters, emails, information 

materials 

Not Applicable 
 

Support High Coordination and 
advocacy meetings, 

focal group discussions 
National NGOs and 

Associations in IT sector 
Influential 

stakeholder 
 

Portuguese, English Coordination meetings, 
letters, emails, information 

materials 
 

Not Applicable 
 

Support Medium Public consultations 
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Target stakeholders 
 

Key 
Characteristics 

Language needs 
 

Preferred notification 
means 

(Email, radio, phone, 
letter, direct 

communication) 

Specific Needs 
(accessibility, 

large print, 
childcare, 
daytime 

meetings etc.) 

Position with 
regards to the 

project (support, 
neutral, 

opposition) 

Level of 
Influence 

(High, 
medium, 

low) 

Appropriate 
engagement approach 

International NGOs and 
Associations in IT sector 

Influential 
stakeholder 

 

Portuguese, English Coordination meetings, 
letters, emails, information 

materials 
 

Not Applicable 
 

Support Medium Public consultations 

Community organizations and 
associations from all sectors 

Influential 
stakeholder 

 

Portuguese, English, 
Changana, Ronga, 

Nyungué, Elomwe and 
Echuabo 

 

Coordination meetings, 
letters, emails, information 

materials 

Community 
meetings 

Support Medium Public consultations 

Traditional media Influential 
stakeholder 

 

Portuguese, English Coordination meetings, 
letters, emails, information 

materials  
 

Not Applicable 
 

Support Medium Coordination and 
advocacy meetings, 

focal group discussions 
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5. STAKEHOLDER ENGAGEMENT PROGRAM 

5.1. Principles 

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. Due to the nature of the project which everyone in the country has got interest in this 
topic, mass means of communication should be considered (TV, Radios, Newspapers, banners, SMS, 
telephone lines, e-mails and public audiences); 

• 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. 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 to be given to vulnerable groups – in particular, women, 
persons with disabilities, youth, the elderly, and those with chronic illnesses. 

• Commitment - demonstrated when the need to understand, engage and identify the stakeholders is 
recognized and acted upon early in the process;   

• Integrity - occurs when engagement is conducted in a manner that fosters mutual respect and trust;   
• Respect - created when the rights, cultural beliefs, values and interests of stakeholders and affected 

communities are recognized;   
• Transparency - demonstrated when community concerns are responded to in a timely, open and 

effective manner.   
• Trust - achieved through open and meaningful dialogue that respects and upholds a community’s 

beliefs, values and opinions.   
 

5.2. Approach and methodology  

When selecting an appropriate engagement technique, culturally appropriate methods and the purpose 
for engaging with a stakeholder group will be considered.  Prior to any engagement event the following 
steps must be followed:   

i. Preparation of standard ‘question and answer’ sheets tailored for specific stakeholder types 
based on analysis and common issues raised in previous engagement, if any;  

ii. Planning/design of engagement action (s) with Project Implementation Units, consultants.   

iii. Agree on the roles of parties during stakeholder engagement activities;  

iv. Selection of individual/group stakeholders with whom engagement will occur based on the 
extent of impact of a project on a stakeholder group/category, or the extent of influence of a 
particular stakeholder on a project , 

v. Selection of methods for engaging and disclosure of information (including such topics as 
format, language, and timing);  
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vi. Selection of location and timing for engagement activities, for PAPs, avoiding busy work times 
when special activities may be occurring.  

vii. Agreeing mechanisms for ensuring stakeholder attendance at engagement activities (s)  

viii. Identification and implementation of feedback mechanisms to be employed.  

 

5.3. Previous Stakeholders Engagement  

During SEP preparation there was a very limited stakeholders’ consultation due to the limitations imposed 
by COVID-19 outbreak, which made it difficult to meet the stakeholders and limited time to prepare 
safeguard documents. However, a teleconference was held with the Institute of electronic government, 
and the following issues were raised: 

- In the existing electronic government platform interaction with the stakeholders/beneficiaries is 
very limited. 

- The engagement with stakeholders must be prior to systems development to capture their needs 
and to prioritize areas of high interest to the public. 

- A need to explain the long-term benefits for implementation of EDGE, to reduce resistance to 
implementation of the systems, as some prefer to use paper and pen instead of working with the 
system; 

- Continuous monitoring of EDGE systems for implementation of corrective actions and continuous 
improvement based on users and beneficiaries’ feedback 

- Training is essential for a successful implementation of EDGE.  
Most of the e-government platforms have an entry where the user can submit suggestions and grievances 
electronically such as One stop shop (BAU), Revenue authority (AT), Central Bank (BM) . 
A detailed stakeholders list was generated to allow for a continuous engagement during project lifecycle 
 

5.4. Proposed strategy for information disclosure process 

Given the current context resulting from recent measures put in place to address the pandemic and the 
timeline in which the project is being prepared, there are limited opportunities available to engage and 
consult with stakeholders during project preparation. Restrictions on social gatherings, which limit face-
to-face social interactions, will constrain the project’s stakeholder engagement processes and require the 
implementation of innovative communication and consultation methods. Given the wide range of 
stakeholders (potentially affected and interested stakeholders) in this project, a robust stakeholder 
engagement and communication strategy will need to be developed. As indicated above, it may be 
necessary to: 

• Diversify means of communication and rely more on social media and online channels. Where 
possible and appropriate, create dedicated online platforms and chat groups appropriate for the 
purpose, based on the type and category of stakeholders;  

• Employ traditional channels of communications (TV, newspaper, radio, dedicated phone-lines, 
public announcements and mail) when stakeholders do not have access to online channels or do 
not use them frequently.  Such channels can also be highly effective in conveying relevant 
information to stakeholders, and allow them to provide their feedback and suggestions;   
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• Employ online communication tools to design virtual workshops in situations where large 
meetings and workshops are essential, given the preparatory stage of the project. WebEx, Skype, 
Zoom and in low ICT capacity situations, audio meetings, can be effective tools to design virtual 
workshops.  The format of such workshops could include the following steps: 
o Virtual registration of participants: Participants can register online through a dedicated 

platform. 
o Distribution of workshop materials to participants, including agenda, project documents, 

presentations, questionnaires and discussion topics:  These can be distributed online to 
participants. 

o Review of distributed information materials:  Participants are given a scheduled duration for 
this, prior to scheduling a discussion on the information provided. 

o Discussion, feedback collection and sharing:  
§ Participants can be organized and assigned to different topic groups, teams or virtual 

“tables” provided they agree to this.   
§  Group, team and table discussions can be organized through social media means, such 

as WebEx, Skype or Zoom, or through written feedback in the form of an electronic 
questionnaire or feedback forms that can be emailed back.    

o Conclusion and summary:  The chair of the workshop will summarize the virtual workshop 
discussion; formulate conclusions and share electronically with all participants. 

 
In general information can be disseminated through digital platform (where available) like Facebook, 
Twitter, WhatsApp groups, Project websites, and traditional means of communications (TV, newspaper, 
radio, phone calls and mail with clear description of mechanisms for providing feedback via mail and / or 
dedicated telephone lines. All channels of communication need to clearly specify how stakeholders can 
provide their feedback and suggestions.   
 
In general, after engagement with stakeholders at list a period of 7 days should be provided to allow 
stakeholders to raise and send their comments through the channels provided during the engagement. 
The specific needs for each stakeholders group will be discussed in every consultation meeting, and the 
list below will be updated throughout the project.  
 
In situations where online interaction is a challenge and meetings are allowed the following methods for 
information disclosure:   

• Formal meetings - presentation of project information to the PIAS; allow the group to comment 
and provide opinions; build a deep and impersonal relationship. 

• Public meetings - Presentation of information from to stakeholders, especially directly affected 
communities and IPs, allowing the group to provide views on aspects of the Project are of concern, 
building relationships with stakeholders, distributing technical information and non-technical in 
the clearest possible way, facilitate meetings with presentations in clear language and facilitate 
understanding with PowerPoint presentations and posters (explanatory for the involvement of 
illiterate participants), respond to comments and questions as clearly as possible and record the 
discussions and holdings. 

• Individual meetings - in order to seek opinions that allow IPs to speak freely about sensitive issues, 
such as representativeness of leaders, gender-based violence, compensation, among other 
aspects; 

• Focus groups - Share information about the Project, about the life cycle of the project and its 
implications, sharing information on the duration of the works and related aspects, nomination 
and articulation with focal points of the different stakeholders.  
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• Project brochure - Brief specific information about the EDGE project with regular updates, for 
example for the dissemination and management of the Mechanism for the Resolution of 
Complaints and Complaints. 

 
5.4.1. . Information disclosure process for vulnerable groups 

Approaches recommended for engagement of vulnerable groups are: 
• Individual meetings - in order to seek opinions that allow IPs to speak freely about sensitive issues, 

such as representativeness of leaders, gender-based violence, and their views about the project, 
among other aspects; 

• Focus groups - Share information about the Project, about the life cycle of the project and its 
implications, sharing information on the duration of the works and related aspects, nomination 
and articulation with focal points of the different stakeholders. This methodology is suitable to 
engage vulnerable groups, as it represents low risk of interference of other dominant stakeholders 
groups; 

• Public meetings- vulnerable groups representatives have capabilities to voice concerns of the 
groups they represent, even in public meetings, in these cases the moderator must encourage 
their participation,  

• Establishment of anonymous communication channels may help vulnerable groups to express 
themselves freely.  

Whenever vulnerable groups are organized in associations, it recommended that disclosure of 
information to those groups is done through the association wherever possible.  
 

5.5. Proposed strategy for consultation 

The main objectives of the strategy for the dissemination of information and the process of listening and 
public participation within the scope of the SEP are as follows: 

• Enable the understanding of the needs of the communities directly and indirectly affected; 
• Ensure coordination between all those involved in the implementation, the structures of 

governmental authority at the provincial district level, local and community regarding the IAPs; 
• Allow and guarantee the receipt of feedback and comments from the IAPs, as well as receiving all 

complaints from the IAPs about the design and implementation of the project; 
• Ensure transparent service delivery by all stakeholders in the implementation of the EDGE project, 

including the management of information received whose responses can be brought back to the 
AIPs to allow adjustments to interventions throughout the EDGE´s life cycle. 

 

The following methods will be used during the project implementation to consult with key stakeholder 
groups, considering the needs of the final beneficiaries, and in particular vulnerable groups. Proposed 
methods vary according to target audience as showed in Table 4.  
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Table 4. Proposed Stakeholder Consultation Methods during Preparations and Implementation Stages 

Level  Subject  Method  Timeframe  Target stakeholders Responsibilities 

National Disclosure of EDGE 
Project  

Website, targeted 
disclosure 
meetings (physical 
presence or by 
virtual platform) 

Jun/Jul 2021  

Government 
Ministries and 
affiliated 
Agencies, private 
sector  

 
PIU, MCTES, WB 

National  

Disclosure of 
Safeguard 
documents (ESMF, 
SEP, ESCP, GRM, 
LMP, GBV Action 
Plan and GRM…)  

WB and MCTES 
Websites  May/June 2021 

Government 
Ministries and 
affiliated Agencies, 
private sector PIU, MCTES, WB 

National  
GRM 
implementation 
effectiveness 

Phone interviews, 
phone complaints, 
written request, 
website, Internet, 
direct complaints 
to the PIU 

 Regularly once the 
project kicks off 

PIU, Project 
Workers, Affected 
stakeholders 

PIU  

National 
Safeguard 
documents 
Monitoring reports 

Website, targeted 
disclosure 
meetings (physical 
presence or by 
virtual platform) 

Regularly once a year 

PIU, Project 
Workers, Affected 
stakeholders PIU, MCTES, WB 

 
5.5.1. Proposed Strategy to incorporate the views of Vulnerable Groups 

Engagement of vulnerable groups is always a challenge due to various limitations they face. In 
Mozambique Disadvantaged and/or vulnerable groups are registered through by the National institute of 
Social Affairs through which subsidies and assistance are channeled to them. On the other side most of 
the vulnerable individuals, especially with disabilities, chronic diseases and other vulnerabilities are 
members of different associations where they seek for assistance or they voice their concerns. These 
channels can be used to reach them for the purpose of arranging engagement. The PIU will ensure that 
these groups are consulted, and their views are incorporated in EDGE project using the following 
approaches: 

• Individual meetings - in order to seek opinions that allow IPs to speak freely about sensitive issues, 
such as representativeness of leaders, gender-based violence, and their views about the project, 
among other aspects; 

• Focus groups - Share information about the Project, about the life cycle of the project and its 
implications, sharing information on the duration of the works and related aspects, nomination 
and articulation with focal points of the different stakeholders. This methodology is suitable to 
engage vulnerable groups, as it represents low risk of interference of other dominant stakeholders 
groups; 

• Public meetings- vulnerable groups representatives have capabilities to voice concerns of the 
groups they represent, even in public meetings, in these cases the moderator must encourage 
their participation,  

• Establishment of anonymous communication channels, may help vulnerable groups to express 
themselves freely through SMS, by establishing dedicated lines.  
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5.6. Learning and Feedback 

Feedback is essential in stakeholder’s engagement process. It is the responsibility of the Environmental 
and Social Safeguards team and PIU to ensure that comments and contributions are responded to 
appropriately and in advance and to keep open a feedback line to stakeholders, as such the project shall: 

• Systematically establish stakeholder´s information and feedback mechanisms including through 
social media monitoring; community perceptions, knowledge, attitude, and practice surveys; and 
direct dialogues and consultations. 

• Ensure changes to stakeholders’ engagement approaches are based on evidence and needs, and 
ensure all engagement is culturally appropriate and empathetic. 

• Document lessons learned to inform future preparedness and response activities.  

• For stakeholder engagement relating to the specifics of the project and project activities, different 
modes of communication will be utilized. 

• Policy-makers and influencers might be reached through regular engagement meetings with . 

• Individual communities should be reached through alternative ways given social distancing 
measures to engage with women groups, youth groups, etc. Social media, ICT & mobile 
communication tools can be used for this purpose.   

• For public at large, identified and trusted media channels including: Broadcast media (television 
and radio), print media (newspapers, magazines), trusted organizations’ websites, Social media 
(Facebook, Twitter, etc.), Text messages for mobile phones, Hand-outs and brochures in 
community, at offices of Local Governments, Community health boards, Social; 

• Public services using EDGE will be utilized to tailor key information and guidance to stakeholders 
and disseminate it through their preferred channels and trusted partners. 

• Reporting and regularity  

5.7. Future of the project 

Stakeholders will be kept informed as the project develops, with reporting on project environmental and 
social performance and implementation of the stakeholder engagement plan and grievance mechanism 
as detailed in section 7-monitoring and reporting. This will be important for the wider public, but 
especially for underserved populations who currently have limited or no access to services and businesses 
in sectors of primary interest, including health and education. 

Project implementation will be for 5 years. Stakeholder engagement, involving meaningful consultation 
and appropriate and timely dissemination of information, should occur throughout the life of the project. 
The grievance mechanism should be accessible to affected parties and project workers throughout the 
entire duration of the project, and during a period following closure. 

Thus, the implementation of the SEP will also be monitored through monthly and half-yearly reports 
generated by the PIU, which among others will include the GRM implementation in the project and / or 
subproject. An annual report on the social performance of the project, SEP implementation and the 
general results and treatment of the GRM will be produced and information shared at the level of IPs by 
project area. 
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6. RESOURCES AND RESPONSIBILITIES FOR IMPLEMENTING STAKEHOLDER ENGAGEMENT ACTIVITIES 

6.1. Resources 

The MCTES will be responsible for implementing stakeholder engagement activities. The budget for the 
SEP implementation is $250,000, which will come from Component 4: Project management and 
implementation capacity. Table 4 presents the budget for SEP implementation. 
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Table 4: Proposed Budget for SEP implementation 
 
Project stage  

 
Target stakeholders  

 

List of  
information to be disclosed 

 
Methods of engagement  

Budget ($US)  

Year 1 Year 2 Year 3 Year 4 Year5 

Preparation/ 
planning  

• Government Ministries  
• International 

Organizations 
• National NGOs 
• Other Institutional 

Stakeholders 
• Vulnerable groups 
• Public sector employees 
• ITC companies 
• General public 
• SMEs 
 
 

• Project content and need of the project 
• SEP 
• ESCP 
• ESMF 
• GRM 
• LMP 
• GBV Action plan and GBV 
• Code of Practices of ICT and e-waste 

management  
• Communication lines (phone number, 

e-mail address, office location, contact 
person) 

• Planned activities 
• Social Component 

• Virtual 
consultations/information 
sharing (online platforms, TV 
and radio 
interactive/informative 
programs, radio, SMS, e-mail, 
website, outdoors, newspaper) 

• Interviews with IT and Digital 
Experts in public media 

• Virtual meetings and 
conferences 

• -outdoors 
• -limited meetings where 

possible 

 
 
 
 
$25 000 

    

Implementation   • General Public 
• Project Workers 
• District Chambers 
• Government officials 
• Emergency services 
• - Community and 

religious leaders 

• SEP 
• ESCP 
• ESMF 
• GRM implementation  
• LMP 
• GBV Action plan and GBV 
• Code of Practices of ICT and e-waste 

management  
• Communication lines (phone number, 

e-mail address, office location, contact 
person) 

• Project Monitoring and Evaluation  
• Health and safety risks and mitigation  
• Environmental concerns 
• - Training and workshops on 

environmental, social, health and 
safety  

• Press releases 
• Information leaflets 
• Radio, television, newspaper 

and social media 
announcements 

• Focus groups with affected 
parties and vulnerable groups 
where feasible  

• Community consultation 
meetings (where feasible) 

• Toll-free hotline for 
information dissemination and 
grievance uptake 

• Dedicated Website updates 
• SMS 
• - Workshops (virtual or face to 

face where feasible)  

  
 
$100 000 

 
 
$50 000 

 
 
$50 000 

 
 
$25 000 

TOTAL   $ 205,000 
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6.2. Management functions and responsibilities  

Leadership will be sustained by linking the Project objectives and results to a well-established high-level 
inter-ministerial body (i.e., CIRAP). Such an inter-ministerial body would perform the functions of a 
Project Steering Committee. It will be chaired by the Minister of Finance and co-chaired by the Minister 
of Science and Technology and High Education, with the participation of representatives from each of the 
four Ministries involved in Mozambique’s Digital Economy Agenda20 and all relevant stakeholders. The 
Steering Committee will provide strategic leadership and ensure cross-sectoral coordination. This 
Committee will serve as a sounding board to continuously improve processes and procedures to make 
vertical interventions more effective and responsive to the needs of beneficiaries and ultimate users of 
services. Agreements would be established between MCTESTP and each of the participating entities to 
clearly state the specific objectives of each of the interventions, their scope, the modalities of execution, 
and the monitoring arrangements to verify results. These agreements would also establish the 
responsibilities of each party including, modalities to transfer project financing to the National Digital 
Fund to be created under the project, through budget reallocations to be agreed upon and authorized by 
the Ministry of Finance. 
 

 
Figure 3: Proposed Project Steering Committee 

 
A Project Implementation Unit (PIU) will be established under the MCTESTP to strengthen the technical 
capacity of the MCTESTP. The staff of the PIU will include experts in project implementation, 
environmental and social safeguards, and monitoring and evaluation. Once the Project becomes 
effective, the Project will also hire short-term consultants to support implementation as needed.  
 
MCTESTP through PIU will be responsible for carrying out stakeholder engagement activities, while 
working closely with other government entities, as well as local government units, media outlets, public 
workers, etc. The stakeholder engagement activities will be documented via quarterly progress reports, 
to be shared with the World Bank. 
 
 
7. GRIEVANCE MECHANISM 

A grievance redress mechanism (GRM) will be implemented at the project level to resolve complaints and 
grievances in a timely, effective and efficient manner that satisfies all parties involved. The GRM will 

 
20 Ministry of Transport and Communications, Ministry of Industry and Commerce; Ministry of Justice; and Ministry of 
Interior.  
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provide a transparent, inclusive, and credible process for fair, effective and lasting outcomes. It is an 
integral component of stakeholder consultation that facilitates feedback and corrective actions. 
Specifically, the GRM: 

§ Provides affected parties with avenues for presenting a complaint, request for 
information/clarification, or resolving any dispute that may arise during the course of the 
implementation of the project; 

§ Ensures that appropriate and mutually acceptable redress actions are identified and 
implemented to the satisfaction of complainants; and 

§ Avoids the need to resort to judicial proceedings. 
 

7.1. Description of GRM 

There is no ideal model or one-size-fits-all approach to grievance resolution. The best solutions to conflicts 
are generally achieved through localized mechanisms that take account of the specific issues, cultural 
context, local customs, and project conditions and scale. 
 
Grievances will be handled at the national level by MCTESTP. The GRM will include the following steps:  

 
i. Step 1: Grievance received and registered by subproject implementation unit/Agency Focal Point 

or Grievance Officer. A complaint can be registered directly with Grievance Redress Committee 
(GRC) through any of the following modes and, if necessary, anonymously or through third parties.  

- By telephone at [toll free to be established], SMS and WhatsApp – The safeguard team in 
the PIU should be responsible for this line/answer machine.  

- By e-mail to [e-mail address to be created and activated) - The safeguard team in the PIU 
should be responsible for this e-mal.   

- By letter to the project PIU or subproject implementation agency. Address must be 
provided once the PIU is established  

- By letter to contracted companies/consultants involved in implementation of subprojects   
- By complaint form/book/suggestion box – found in public institutions with subprojects   
- Walk-ins and registering a complaint on grievance logbook at the specific 

department/agency where the service is provided 
- By logging the complaint in a website or electronic system installed at the specific 

department/agency where the service is being provided 
- By logging into project website adopted by the PIU 

Once a grievance has been received, it should be recorded in the complaints logbook or grievance 
database. A web-based grievance register will be adopted by MCTESTP for a better follow up and 
documentation.  
 

ii. Step 2: Acknowledge the receipt of the grievance, assess its complexity and assign the person 
responsible for addressing 

iii. Step 3: Develop and propose a response and get approval at unit level (grievance redressing 
committees – GRC- should be established at those levels) to submit the response.  

iv. Step 4: Communicate proposed response to complainant and seek agreement on the response. 
v. Step 5: Implement the response to resolve the grievance based in agreement reached in the 

previous step.  
vi. Step 6: Review the response if unsuccessful according to the recommendations 

vii. Step 7: Close out if all looks ok or refer the grievance to the next level  
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Once all possible redress has been proposed, if the complainant is still not satisfied, they should be advised 
of their right to legal recourse. The Diagram below summarizes GRM process and appealing levels that 
the aggrieved have a tight to pursue.  
 
 

 
 

Figure 4. Diagram of the grievance redress mechanism process 
 
Timelines:  
The grievance should be addressed at PIU complaint register database/system, as first action immediately 
during the notification (if online system is working well), or within 2 days (if by other uptake means) after 
grievance has been raised. The agency/department where the complaint was launched should endeavor 
to address the issue within 5 days. If not, the following steps should be followed: 

(i) The first level of appeal- PIU intervention should not exceed 10 days after the notification. 
(ii) The second level of appeal - INAGE/ MCTES intervention should not exceed 15 days after 

notification.  
(iii) The third level of appeal – Project steering committee- should not exceed 21 days after the 

notification.   
(iv) In addition, should either party be dissatisfied, the affected party may bring the complaint to 

court, where it will be treated in accordance with Mozambican law. 
 

Complaint raised by affected/interested 
part 

The agency/department acknowledges through focal point/system  

 

Complaint submitted and resolved to by GRC 
at the Agency focal point level 

Inform the complainant and seek an agreement 

Implementation of the agreed agreement/solution 

Informed complainant and pleased 
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resolved 

Intervention by the Project Implementation Unit 
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Court of Justice 
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The PIU will ensure that a centralized "Complaints Register" is maintained throughout the project lifecycle. 
The complaint records should contain: i) the complainant's contact details and information on the 
complaint itself, ii) the results of investigations and responses provided, iii) necessary follow-up actions 
and iv) internal communications made in response to complaints and the outcome. 
 

7.2. Grievances Relating to Gender-Based Violence (GBV)  

There shall be specific procedures in place for addressing GBV, with confidentiality provisions as well as 
safe and ethical documenting of GBV cases to be detailed in the ESMF. The uptake channels shall be the 
same as the above GRM, however there should be specific GRM considerations for addressing GBV under 
EDGE project, such as:  
 

• Establishment of a separate GBV GRM, potentially run by a Service Provider with feedback to the 
project GRM; specific project workers are to be trained on how to document GBV cases 
confidentially and empathetically;  

• The project is to make available multiple complaints channels;  
• No identifiable information on the survivor should be stored in the GRM logbook or database.  
• The GRM should assist GBV survivors by referring them to GBV Services Provider(s) for support 

immediately after receiving a complaint directly from a survivor.  
 
The GRM should have in place processes to immediately notify both MCTES and the World Bank of any 
GBV complaints with the consent of the survivor.  
 

7.3. Grievances Relating to Labor relations  

There will be specific procedures in place for addressing labor related grievances in compliance with the 
ESS 2 and national legislation to be detailed in the ESMF. The GRM should have in place processes to 
immediately notify both MCTES and the World Bank of any complaints. Details of this labour related GRM 
will further be presented in the LMP.  
 
 
8. MONITORING AND REPORTING 

8.1. Involvement of stakeholders in monitoring activities  

Monthly reports for SEP implementation, including grievance management, will be prepared and key 
indicators monitored by the implementation team at the PIU. Bi-annual stakeholders’ meetings will be 
convened to discuss and review key stakeholder engagement indicators. Stakeholders (affected and 
interested parties) will be given opportunities to indicate whether they are satisfied or not with the 
project consultation process and what should be changed in the SEP implementation process so as to 
make it more effective. 

The project evaluation (external and internal review) will include aspects of the stakeholder engagement 
plan (notably key SEP indicators and activities) and recommend improvements. 

8.2. Reporting back to stakeholder groups 

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 
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specific phases of the development. Any major changes to the project related activities and to its schedule 
will be duly reflected in the SEP.  
 
The following are the reporting back requirements for this SEP: 

i. Quarterly Reports - The PIU will prepare brief quarterly reports on stakeholder engagement 
activities to be submitted to the World Bank, and this will include:  
• Stakeholder activities conducted on quarterly basis.  
• Public outreach activities (meetings with stakeholders);  
• Entries in the grievance register.  
• New identified stakeholder groups.  
• Emerging new issues or challenges and how these are/were considered by the project  
• Grievances    

ii. Annual Stakeholder Engagement Reports - The PIUs will compile a report summarizing SEP 
results on an annual basis. This report will provide a summary of all public consultation issues, 
grievances and resolutions. The report will provide a summary of relevant public consultation 
findings from informal meetings held at community level. These evaluation reports should be 
submitted to World Bank and a summary of the results will be provided for the annual report.  

iii. Reporting Back to the Communities -It shall be the PIUs’ responsibility to report back to the 
communities on matters relating to:  
• How their views are taken on board;  
• Main findings from the annual monitoring.  
• Sharing and publish reports and have them available on PIUs website and copies sent to 

stakeholders (National, Provincial, local consultative steering committee, etc.).  
• Summary of findings published on notice boards, website.  
• Maintain a website with all ESF documents and report public  

 
8.3. Monitoring indicators and targets  

The indicators to monitor the participation of stakeholders in the Project's activities include:  
• Number and percentage of affected and interested stakeholders consulted during a planning 

phase: >60% of key stakeholder’s representatives should be consulted.  
• Level of participation of affected /beneficiaries/key stakeholders in decision making > 60 % of 

their representative to allow that  
• Level of understanding of the impacts and mitigation of the project by the parties- >60% should 

have full understanding 
• Effectiveness of local authorities in making decisions about the project - >80% of the decisions 

should be effective 
• Frequency and quality of meetings with those affected - Meetings are to be held before any 

activities’ initiation, during activities progress (if required) and a feedback session after activities 
completion; at least 80% of the planned meetings should take place as minimum acceptable. 

• Degree of participation of disadvantaged/vulnerable groups in project activities discussions   - 
Ensure all disadvantaged groups are fully consulted 

• Number of grievances raised and handled by the project- All grievances lodged should be 
addressed within the established timeframe; % of grievances addressed at first level, % of 
grievances addressed at 2nd Level and 3rd level; % of grievances taken to court. 
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• Effectiveness of proposed communication strategy against established coverage/targets  
• Feedback to stakeholders – Whenever necessary. 
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