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The process of digitalization of public services provided by 
institutions around the world has significantly improved the 
direct communication of citizens with competent authorities, and 
consequently increased the level of transparency in countries 
where that process has been gradually perfected. Transparency of 
the work of institutions in now advanced era of digitalization of the 
bureaucracy has provided citizens with the opportunity to access 
services more easily and efficiently, on the one hand, while on the 
other, the burden of responsibility of institutions has increased due 
to the expansion of the room for manoeuvre available to citizens to 
monitor and control the work of institutions. Reducing the pressure 
on bureaucratic employees through digitalization of communication 
and work with citizens had a direct consequence of lowering 
administrative costs, standardization, and faster processing of 
collected data/requests and removed logistical obstacles, that is, 
the so-called “waiting in lines”. Moreover, the process of digitization 
of public services prevents the abuse of power by bureaucratic, 
executive, and administrative structures, which ultimately reduces 
the risks of corruption. The fight against corruption and the pursuit 
of strengthening transparency of the work of institutions are based 
on the key principles of digitization of public services: responsibility 
of institutions, direct and fast communication, predictability and 
efficiency in provision of services, and transparent mechanisms for 
control of work (and decision-making processes).

In developing democracies and transition, digitalization of public 
services has inevitably gone alongside with the processes of 
strengthening the rule of law, fighting corruption, and raising the 
level of transparency in the work of all institutions that provide 
public services. As part of the European integration process, in 2008 
Western Balkan Six (WB6) committed to the implementation of the 
Digital Agenda for the Western Balkans1 with the support of the 
European Commission, the ultimate goal of which was to promote 
regional digital transformation in order to strengthen economic 
growth, create new jobs and improve quality of services. As a vital 
mechanism for strengthening democratic capacities in this part 
of Europe, the digitalization of public services is recognized as 
a foundation that will ensure building societies in which they are 
equally accessible to all citizens, and which are not burdened by 
illegal, behind-the-scenes and corrupt practices.

This process did not bypass Kosovo, and in the last decade, 
significant efforts were directed towards the creation of a 
standardized and unique digital base of public services for 
citizens. Achieving this goal did not proceed at a uniform pace, 
but the digitalization of public services was being created and 
improved on different tracks: from relatively unified services 
provided by local governments to those individually created by 
ministries, agencies, and other institutional services. The legal 
framework that regulates the obligation to digitalize services, and 
at the same time the (digital) participation of citizens in decision-
making processes, has also developed in different directions. 

INTRODUCTION

1  European Commission, European 
Commission launches Digital Agenda 
for the Western Balkans, 2018, available 
at: https://ec.europa.eu/commission/
presscorner/detail/es/IP_18_4242 
(pristupljeno: 20.03.2023)

https://ec.europa.eu/commission/presscorner/detail/es/IP_18_4242
https://ec.europa.eu/commission/presscorner/detail/es/IP_18_4242
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Thus, the Government Decree on Minimum Standards for the Public 
Hearing Process2 requires the obligation to introduce the practice 
(in the work of the Office for Good Governance) of online consulta-
tions in which citizens can participate in the decision-making pro-
cess (and service seeking). In order to solve the problem of scat-
tered services that were provided on different online platforms, the 
Government has since 2021 provided citizens with access to the 
online services of the e-Kosovo3 portal, which aims to integrate all 
electronic services that are currently available, and to digitalize and 
standardize services offered by all public institutions. In order to 
guide the further development of this and other digital sectors, the 
adoption of the Digital Agenda for Kosovo: 2030 was announced, 
which would comprehensively define and pave the way for the de-
velopment of the provision of public services through online plat-
forms, in accordance with the standards defined by the European 
Union4.

When it comes to digitalization of the provision of public services 
and the transparency of information and work at the level of lo-
cal government units in Kosovo, the legal framework imposes an 
obligation on municipalities to standardize their websites based 
on the principles that are listed in the Administrative Instructions 
for the Websites of Public Institutions5, which was announced in 
2015 by the Ministry of Public Administration. Namely, this doc-
ument requires all municipalities in Kosovo to create and provide 
information, services and content based on established rules 
and on a common online platform. Presented as an import-
ant measuring tool of the level of progress in the field of trans-
parency of the work of local government units, this instruction 
also aimed at unifying previously separate digital platforms, or 
websites, that some municipalities in Kosovo provided for their 
citizens. It is precisely for this reason that civil society organiza-
tions in Kosovo used the parameters defined in the Administra-
tive Instructions in order to assess the progress of municipali-
ties in the field of digital transparency during the previous years.

In that regard and due to the need to shed light on the status of 
the process (progress) of the digitalization of transparency and 
service provision (via online platforms), this research will try to 
show how much success the municipalities with a Serb majority 
in Kosovo have achieved by following the aforementioned instruc-
tion. Based on the methodology designed by the parameters de-
fined in this official document, this research will focus on moni-
toring and analysing the content of the websites of the municipal-
ities of Gračanica, Klokot, Leposavić, Novo Brdo, Parteš, Ranilug, 
North Mitrovica, Štrpce, Zubin Potok and Zvečan8, with the aim to 
present compliance of their work with the instructions on online 
visibility of local government units. Appropriately to the analysis 
of digital platforms, this research will also offer recommendations, 
which in the coming period should be taken into account in the 
process of further development of the principles of transparency 
in the functioning of municipalities with a Serb majority in Kosovo.

2   Official Gazette, REGULATION (VRK) 
NO. 05/2016 ON MINIMUM STANDARDS 
FOR THE PUBLIC HEARING PROCESS, 
2016, available at:  https://gzk.
rks-gov.net/ActDocumentDetail.
aspx?ActID=15036 (accessed: 
21.03.2023)
3   https://ekosova.rks-gov.net/ 
4   ICEDA, KOSOVO DIGITAL AGENDA 
OBSERVATORY Country Report 
and Roadmap for Digital Agenda 
Advancement in Kosovo, 2021, available 
at: https://opendatakosovo.org/
wp-content/uploads/2021/12/Kosovo-
DAO-2021.pdf (accessed: 19.03.2023)
5  Official Gazette, ADMINISTRATIVE 
INSTRUCTION (MJU) NO. 01/2015 FOR 
UEB WEBSITE OF PUBLIC INSTITUTIONS, 
2015, available at:  https://gzk.
rks-gov.net/ActDocumentDetail.
aspx?ActID=11007 (accessed: 
21.03.2023)
6  Kosovo Democratic Institute, 
Municipal Transparometer, 2022, 
available at:  https://kdi-kosova.org/
wp-content/uploads/2022/08/KDI-
Transparometri-Komunal-Janar-qershor-
22-SRB_02.08.2022.pdf ( accessed: 
14.03.2023)
7  ACDC, TRANSPARENCY INDEX OF 
MUNICIPAL REFORMS, 2018, available 
at: https://acdc-kosovo.org/publikacije/
pub_1614980929.pdf (accessed: 
14.03.2023)
8  The process of the website monitoring 
and implementation of the research 
activities was carried out in the period 
February 19 - March 31, 2023.

https://gzk.rks-gov.net/ActDocumentDetail.aspx?ActID=15036
https://gzk.rks-gov.net/ActDocumentDetail.aspx?ActID=15036
https://gzk.rks-gov.net/ActDocumentDetail.aspx?ActID=15036
https://ekosova.rks-gov.net/
https://opendatakosovo.org/wp-content/uploads/2021/12/Kosovo-DAO-2021.pdf
https://opendatakosovo.org/wp-content/uploads/2021/12/Kosovo-DAO-2021.pdf
https://opendatakosovo.org/wp-content/uploads/2021/12/Kosovo-DAO-2021.pdf
https://gzk.rks-gov.net/ActDocumentDetail.aspx?ActID=11007
https://gzk.rks-gov.net/ActDocumentDetail.aspx?ActID=11007
https://gzk.rks-gov.net/ActDocumentDetail.aspx?ActID=11007
https://kdi-kosova.org/wp-content/uploads/2022/08/KDI-Transparometri-Komunal-Janar-qershor-22-SRB_02.08.2022.pdf
https://kdi-kosova.org/wp-content/uploads/2022/08/KDI-Transparometri-Komunal-Janar-qershor-22-SRB_02.08.2022.pdf
https://kdi-kosova.org/wp-content/uploads/2022/08/KDI-Transparometri-Komunal-Janar-qershor-22-SRB_02.08.2022.pdf
https://kdi-kosova.org/wp-content/uploads/2022/08/KDI-Transparometri-Komunal-Janar-qershor-22-SRB_02.08.2022.pdf
https://acdc-kosovo.org/publikacije/pub_1614980929.pdf
https://acdc-kosovo.org/publikacije/pub_1614980929.pdf
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Municipalities with Serb majority were formed and integrated in the 
following stages:

The legal formation of ten municipalities with Serb majority 
and definition of cadastral borders based on the Law on 
Administrative Borders of Municipalities, which entered into 
force on June 15, 20089, and based on the Ahtisaari’s Plan 
(A Comprehensive Proposal for the Solution of the status of 
Kosovo10). 

The organization of local elections in six municipalities with 
Serb majority south of Ibar River in November 2009, which 
officially began their work after the constitution of municipal 
assemblies in early 201011. 

The signing of Brussels Agreement on April 19, 2013, between 
Belgrade and Pristina enabled the beginning of the process of 
integration of four Serb-majority municipalities north of the Ibar 
River12. After local elections in Leposavić, Severna Mitrovica, 
Zubin Potok and Zvečan took place during the same year, local 
government units also became functional. 

It was necessary to state the chronology of the formation of 
municipalities with a Serb majority since they became functional 
with a certain time lag compared to other municipalities in Kosovo. 
In this sense, it is necessary to analyse the progress in the work 
and functionalization of municipalities with a Serb majority in 
the new framework from a different perspective. In addition, it is 
important to emphasize that the budgets of the newly formed local 
government units with a Serb majority were defined based on the 
number of inhabitants who participated in the population census 
organized in 2011. Given the fact that majority of members of the 
Serb community in Kosovo boycotted the census, the statistical 
figures in municipalities with a Serb majority did not reflect the real 
situation on the ground13. As a result, limited budget funds directly 
affected the scope of financing the administrative-bureaucratic 
staff and meeting the costs of municipal bodies. In addition to 
the aforementioned factors, development and functioning of the 
municipalities with a Serb majority, as well as the quality of service 
provision, were significantly influenced by the adaptation of the 
new local administration staff to the Kosovo institutional and legal 
framework, and the gradual (and not always rapid) strengthening of 
citizens’ trust in the newly formed municipal bodies14.

When the aforementioned facts are taken into account, perfor-
mance results of the municipalities with a Serb majority in the field 
of transparency, within research conducted by civil society organi-
zations in Kosovo, is not surprising. For the period January - June 
2022, the Kosovo Democratic Institute, evaluating the transparency 
of all 38 municipalities in Kosovo, evaluated the transparency of 
municipalities with a Serb-majority as follows15:

Municipalities with 
Serb Majority: 
General Overview

9  Assembly of Kosovo, Law no. o3/L - 
041 ON MUNICIPAL ADMINISTRATIVE 
BORDERS, 2008, available at:http://old.
kuvendikosoves.org/common/docs/
ligjet/2008_03-L041_sr.pdf (accessed: 
21.03.2023)
10  United Nations Security Council, 
Comprehensive Proposal for the Kosovo 
Status Settlement (S/2007/168/
Add.1), 2007, available at:  https://
www.securitycouncilreport.org/atf/
cf/%7B65BFCF9B-6D27-4E9C-8CD3-
CF6E4FF96FF9%7D/Kosovo%20
S2007%20168.pdf (accessed: 
17.03.2023)
11  D4D, Election trends from 2000-
2014, 2015, available at: https://d4d-ks.
org/wp-content/uploads/2015/07/
D4D_ELECTIONS_9_Trendet_
Zgjedhore_2000-2014_SRB_-web.pdf 
(accessed: 17.03.2023)
12  Normalization, First Agreement of 
Principles Governing the Normalization 
of Relations, 2021, available at:https://
bit.ly/3UFQ2Vm (accessed: 17.03.2023)
13 NGO AKTIV, Census from the 
perspective of the Kosovo Serb 
community, 2022, available at:  
https://ngoaktiv.org/wp-content/
uploads/2023/03/26-Regjistrimi-i-
popullsise-SRB_WEB.pdf (accessed: 
17.03. 2023)
14  NGO AKTIV, Participation of citizens 
in the decision-making process at the 
local level, 2019, International Olof 
Palme Center
15  Kosovo Democratic Institute, 
Municipal Transparometer, 2022, 
available at: https://kdi-kosova.org/
wp-content/uploads/2022/08/KDI-
Transparometri-Komunal-Janar-qershor-
22-SRB_02.08.2022.pdf (accessed: 
03/21/2023)

http://old.kuvendikosoves.org/common/docs/ligjet/2008_03-L041_sr.pdf
http://old.kuvendikosoves.org/common/docs/ligjet/2008_03-L041_sr.pdf
http://old.kuvendikosoves.org/common/docs/ligjet/2008_03-L041_sr.pdf
https://www.securitycouncilreport.org/atf/cf/%7B65BFCF9B-6D27-4E9C-8CD3-CF6E4FF96FF9%7D/Kosovo S2007 168.pdf
https://www.securitycouncilreport.org/atf/cf/%7B65BFCF9B-6D27-4E9C-8CD3-CF6E4FF96FF9%7D/Kosovo S2007 168.pdf
https://www.securitycouncilreport.org/atf/cf/%7B65BFCF9B-6D27-4E9C-8CD3-CF6E4FF96FF9%7D/Kosovo S2007 168.pdf
https://www.securitycouncilreport.org/atf/cf/%7B65BFCF9B-6D27-4E9C-8CD3-CF6E4FF96FF9%7D/Kosovo S2007 168.pdf
https://www.securitycouncilreport.org/atf/cf/%7B65BFCF9B-6D27-4E9C-8CD3-CF6E4FF96FF9%7D/Kosovo S2007 168.pdf
https://d4d-ks.org/wp-content/uploads/2015/07/D4D_ELECTIONS_9_Trendet_Zgjedhore_2000-2014_SRB_-web.pdf
https://d4d-ks.org/wp-content/uploads/2015/07/D4D_ELECTIONS_9_Trendet_Zgjedhore_2000-2014_SRB_-web.pdf
https://d4d-ks.org/wp-content/uploads/2015/07/D4D_ELECTIONS_9_Trendet_Zgjedhore_2000-2014_SRB_-web.pdf
https://d4d-ks.org/wp-content/uploads/2015/07/D4D_ELECTIONS_9_Trendet_Zgjedhore_2000-2014_SRB_-web.pdf
https://bit.ly/3UFQ2Vm
https://bit.ly/3UFQ2Vm
https://ngoaktiv.org/wp-content/uploads/2023/03/26-Regjistrimi-i-popullsise-SRB_WEB.pdf
https://ngoaktiv.org/wp-content/uploads/2023/03/26-Regjistrimi-i-popullsise-SRB_WEB.pdf
https://ngoaktiv.org/wp-content/uploads/2023/03/26-Regjistrimi-i-popullsise-SRB_WEB.pdf
https://kdi-kosova.org/wp-content/uploads/2022/08/KDI-Transparometri-Komunal-Janar-qershor-22-SRB_02.08.2022.pdf
https://kdi-kosova.org/wp-content/uploads/2022/08/KDI-Transparometri-Komunal-Janar-qershor-22-SRB_02.08.2022.pdf
https://kdi-kosova.org/wp-content/uploads/2022/08/KDI-Transparometri-Komunal-Janar-qershor-22-SRB_02.08.2022.pdf
https://kdi-kosova.org/wp-content/uploads/2022/08/KDI-Transparometri-Komunal-Janar-qershor-22-SRB_02.08.2022.pdf
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The research conducted by the NGO AKTIV in six (6) munic-
ipalities with a Serb majority (Gračanica, Štrpce, Leposavić, 
Severna Mitrovica, Zvečan and Zubin Potok) during 2022, 
with the aim of determining the views of citizens regarding 
the work of these local government units16, showed that 
63 % of respondents believe that their local government is 
transparent to a limited or very limited extent. The results of 
the survey also showed that citizens want to be more active 
in decision-making processes: 68% of respondents stated 
that the participation of citizens in decision-making process-
es at the local level could be improved. Research partici-
pants also believe that the process of adjusting and man-
aging the budget at the local level should be more open and 
transparent, as only 29% of respondents expressed satis-
faction with these processes. During the research process17, 
it was suggested on several occasions by the participants 
that existing problems in the work of institutions with a Serb 
majority could be overcome by improving and promoting 
the provision of services through online platforms. Similar 
conclusions were deduced during the research carried out 
by the NGO AKTIV in 2019, which tackled the transparency 
of the work of municipal authorities and the participation of 
citizens in decision-making processes in eight (8) municipali-
ties with a Serb majority 18 19.

municipality grade rating

Gračanica 78.40% 16.

Štrpce 75% 22.

Leposavić 54.54% 30.

Severna Mitrovica 54.54% 31.

Zvečan 51.13% 32.

Klokot 51.13% 33.

Novo Brdo 50% 35.

Ranilug 50% 36.

Parteš 50% 37.

Zubin Potok 50% 38.

16   NGO AKTIV, IMPROVING 
TRANSPARENCY AND RULE OF LAW 
IN COMMUNITIES WITH A SERB 
MAJORITY POPULATION, available 
at:  https://ngoaktiv.org/wp-content/
uploads/2023/01/SRB-Factograph-.pdf 
(accessed: 14.03.2023)
17  The research was conducted by 
the NGO AKTIV as part of the project 
Improving transparency and the rule of 
law in communities with a Serb-majority 
population, within which this research 
was also conducted. It is financially 
supported by the Bureau of International 
Narcotics and Law Enforcement.
18  From the research conclusions (NGO 
AKTIV, Participation of citizens in the 
decision-making process at the local 
level, 2019): During the research, it was 
noticed that many local governments 
have online tools through which citizens 
can submit complaints, requests and 
send questions directly to their mayors. 
Although there are some indications 
that these tools have been used and 
that responses have been obtained, 
these online systems have not yet been 
thoroughly investigated, nor has their 
degree of success in solving problems 
which were presented to municipal 
administrations. Furthermore, the level of 
access to information tends to vary, with 
some municipalities providing access 
to a wide range of documentation, while 
others have a very selective approach 
in terms of what they decide to publish 
or share with the public. What is clear is 
that, despite real progress in this area, 
there is certainly still a lot of work to to 
be done.
19  Research conducted in 
municipalities (assessment of the 
effectiveness of the work of municipal 
authorities in the field of inclusion 
of citizen participation in decision-
making processes at the local level, 
arranged from the highest to the lowest 
ranking, where 15 is the highest score): 
Gračanica (13.5), Štrpce (12), Zvečan 
(10.75) ), Severna Mitrovica (10.5), 
Parteš (10.5), Zubin Potok (10.25), 
Leposavić (9.75), Novo Brdo (9.5).

https://ngoaktiv.org/wp-content/uploads/2023/01/SRB-Factograph-.pdf
https://ngoaktiv.org/wp-content/uploads/2023/01/SRB-Factograph-.pdf
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In the absence of a more specific legal regulation on the obligation 
of the municipalities in Kosovo for greater digital transparency20, 
this research, as a benchmark for analysing the performance 
of municipalities with a Serb majority in the field of digital 
transparency, has found in (already mentioned) Administrative 
Instructions for the Websites of Public Institutions21. The (pre)
conditions that are exhaustively listed in this document for each of 
the 38 official websites of municipal bodies in Kosovo (standards 
and forms, minimum content, visual appearance, and other 
features) were used as parameters for evaluating those with a Serb 
majority. Scoring, i.e., evaluation, was performed in such a way 
that the conditions specified in the given instructions are fully met 
(1 point), but not partially (which implied a score of 0). The total 
number of points for each of the ten (10) targeted municipalities 
is thirty-eight (38). As part of the research, only the versions of the 
websites that are legal (and legitimate) from the perspective of the 
Administrative Instructions were analysed, therefore alternative 
websites managed by certain municipalities with a Serb majority 
were not taken into account:

website alternative website

Gračanica

https://kk.rks-gov.net/gracanice/ https://nasagracanica.com/ 
Klokot

https://kk.rks-gov.net/kllokot/ /

Leposavić

https://kk.rks-gov.net/leposaviq/ http://www.eleposavic.com/ 
Novo Brdo

https://kk.rks-gov.net/novoberde/ /
Patreš

https://kk.rks-gov.net/partesh/ /
Ranilug

https://kk.rks-gov.net/partesh/ /
Severna Mitrovica

https://kk.rks-gov.net/mitroviceeveriut/ http://esevernamitrovica.com/ 
Štrpce

https://kk.rks-gov.net/shterpce/ /
Zubin Potok

https://kk.rks-gov.net/zubinpotok/ http://www.ezubinpotok.com/ 
Zvečan

https://kk.rks-gov.net/zvecan/ http://www.ezvecan.com/ 

Digital 
Transparency of 
Municipalities 
with Serb Majority

20  In the context of this research, digital 
transparency means institutional content 
(information and services) available to 
the citizens of local government units on 
their official online platforms, i.e., official 
websites of municipalities.
21 It is important to note that the version 
of this instruction in Serbian is full of 
grammatical, spelling, and semantic 
errors, which have been corrected and 
adapted in the version of this research in 
the same language.

https://kk.rks-gov.net/gracanice/
https://nasagracanica.com/
https://kk.rks-gov.net/kllokot/
https://kk.rks-gov.net/leposaviq/
http://www.eleposavic.com/
https://kk.rks-gov.net/novoberde/
https://kk.rks-gov.net/partesh/
https://kk.rks-gov.net/partesh/
https://kk.rks-gov.net/mitroviceeveriut/
http://esevernamitrovica.com/
https://kk.rks-gov.net/shterpce/
https://kk.rks-gov.net/zubinpotok/
http://www.ezubinpotok.com/
https://kk.rks-gov.net/zvecan/
http://www.ezvecan.com/
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According to the methodologically established and defined scoring 
within this research, municipalities with a Serb majority that 
own the above-mentioned alternative websites would improve 
significantly on the rating scale, however, their lack of compliance 
with the current legislation automatically excluded them from the 
research process.

As already pointed out, the prerequisites for the content of the 
websites in the form of articles of the Administrative Instructions 
were used as parameters for evaluating the performance of the 
local government units in the so-called online space, by analysing 
the content of official websites, divided into the following categories 
(precisely defined within the instructions):
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The website of a public institution should have one address, i.e., 
the initials and domain of the official name of the institution and 
the name of the same domain in line with the following format: xxx.
rks-gov.net (e.g. Ministry of Public Administration: map.rks-gov.
net).

All municipalities with a Serb majority have separate domains, but 
in most cases the names of the municipalities are indicated in 
Albanian language..

1. Website should be compatible with the Internet browsers. 

2. Website should be compatible with different devices (tablets, 
mobile phones, etc.).

Gračanica 1/1
Klokot 1/1
Leposavić 1/1
Novo Brdo 1/1
Parteš 1/1
Ranilug 1/1
Severna Mitrovica 1/1
Štrpce 1/1
Zubin Potok 1/1
Zvečan 1/1

Naming the 
Websites

Access to the 
Websites

When it comes to Internet browsers, the functionality of the sites 
was tested on the Google Chrome, Microsoft Edge, Opera, Safari, 
and Mozilla Firefox. The device compatibility of the municipal 
websites  was tested on PCs, laptops, tablets and smartphones.

Gračanica 2/2
Klokot 2/2
Leposavić 2/2
Novo Brdo 2/2
Parteš 2/2
Ranilug 2/2
Severna Mitrovica 2/2
Štrpce 2/2
Zubin Potok 2/2
Zvečan 2/2

1

2
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1. The emblem of Kosovo and official name of the institution.
2. Full address of the institution.
3. Telephone number and email address.

1. The institution’s workplan for the calendar year.
2. Mission and functions of the institutions, including subordinate 
bodies.
3. Organizational chart of the institution, as well as of subordinate 
bodies.

All websites contain information about the name of the municipality, 
and the highlighted emblem of Kosovo. Complete and precise 
information about the address of the premises of the municipal 
authorities can only be found on the website of Gračanica 
municipality. The emblems of municipalities are displayed on the 
front pages of six (6) Serb-majority municipal websites located 
south of the Ibar River. Information about the phone number and 
email address can be found only on the front pages of the websites 
managed by the municipalities of Novo Brdo, Štrpce and Gračanica.

Gračanica 3/3
Klokot 1/3
Leposavić 1/3
Novo Brdo 2/3
Parteš 1/3
Ranilug 1/3
Severna Mitrovica 1/3
Štrpce 2/3
Zubin Potok 1/3
Zvečan 1/3

Website 
Content (1)

Even though most municipal websites have a section with a 
calendar of activities that should contain a work plan, none of them 
are supplemented with information. On the other hand, only the 
municipality of Klokot published a work plan for the calendar year of 
2023. Information about the mission and functions of institutions 
and their subordinate bodies can be found on the websites of the 
municipalities of Novo Brdo, Gračanica and Štrpce. The websites 
of the municipalities of Gračanica and Parteš are the only ones 
that offer an online view of the organizational chart of all key and 
subordinate municipal bodies, i.e., the organogram.

Gračanica 2/3
Klokot 1/3
Leposavić 0/3
Novo Brdo 1/3
Parteš 1/3
Ranilug 0/3
Severna Mitrovica 0/3
Štrpce 1/3
Zubin Potok 0/3
Zvečan 0/3

Website 
Content (2)

3

4
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1. Basic legal framework that regulates organizational structure, 
functioning and work of the institution. 
2. Draft normative acts that regulate the area of public consultations 
in line with existing legal norms. 
3. Updated record of activities of the public institution.

1. Strategies and other documents from the public policy domain 
adopted/approved within competent functions of the public 
institution.  
2. Biographical dana of senior managers of the public institution.  
3. Name, official phone number and email address of heads of 
public institution departments. 
4. Tabular presentation of information on all existing permits and 
licences issued, suspended, or revoked by the public institution 
in line with the current Law on System of Permits and Licenses 
and Other Services, including all additional dana for receiving and 
applying for services.

Gračanica and Parteš are the only municipalities that have published 
the texts of the statute, as the highest legal municipal act, on their 
official websites. Normative acts that regulate the area of public 
consultation and transparency of the work of municipal bodies are 
offered to the public for inspection in digital form on the websites 
of the municipalities of Štrpce and Gračanica. Complete reports on 
the work of local government units for 2022 and previous years are 
not available on any of the websites of municipalities with a Serb 
majority, except for the website of the municipality of Klokot. Job 
announcements in the news section are incomplete on all websites 
and often do not contain a translation into Albanian.

Gračanica 2/3
Klokot 1/3
Leposavić 0/3
Novo Brdo 0/3
Parteš 1/3
Ranilug 0/3
Severna Mitrovica 0/3
Štrpce 1/3
Zubin Potok 0/3
Zvečan 0/3

Website 
Content (3)

Gračanica 2/4
Klokot 1/4
Leposavić 0/4
Novo Brdo 2/4
Parteš 1/4
Ranilug 0/4
Severna Mitrovica 0/4
Štrpce 2/4

Website 
Content (4)

5

6
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When it comes to development strategies in various areas 
under the jurisdiction of municipalities with a Serb majority, 
as well as documents that more closely regulate the work of 
municipal authorities in various domains of public life, none of 
the municipalities has disclosed all the necessary and regularly 
updated documentation. Biographical data of senior municipal 
leaders can be found on the websites of the municipalities of 
Novo Brdo, Štrpce and Gračanica, while the names and contact 
information of the heads of municipal departments are offered on 
the websites of the municipalities of Klokot, Novo Brdo, Parteš, 
Gračanica and Štrpce. None of the municipalities included in the 
survey published (complete) information on decisions regarding 
permits and licenses.

A detailed list of services that the institution provides to citizens, 
such as licenses, permits, authorisations, certificates, or other 
public services, including: 

1)	 Procedures and conditions for obtaining services,
2)	 Required documentation and costs of service providing,
3)	 Application forms for each service and instructions on how to 

fill them out,
4)	 Mandatory deadline for the response regarding the requested 

service, and 
5)	 Deadline and authority to which the complaint can be submitted 

in case of refusal or failure to provide service within the legal 
deadline.

Zubin Potok 0/4
Zvečan 0/4

Of all the municipalities with Serb majority, only did the municipality 
of Gračanica offer a comprehensive range of explanations, licenses, 
permits, authorizations and confirmations from their scope of 
jurisdiction.

Gračanica 5/5
Klokot 0/5
Leposavić 0/5
Novo Brdo 0/5
Parteš 0/5
Ranilug 0/5
Severna Mitrovica 0/5
Štrpce 0/5
Zubin Potok 0/5
Zvečan 0/5

Website 
Content (5)

7
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1. Annual report on the work of the institution.
2. Adopted annual budget.
3. Data on the expenses of the institution.
4. Electronic archive of information on the institution.
5. Forum for communication with citizens in order to collect their 
opinions/requests/attitudes on certain topics. 
6. Annual procurement plan.

1. Structure of the website.
2. Link to the main portal and internet pages of the subordinate 
bodies/institutions.
3. Link to the Official Gazette.

As previously stated, only the municipality of Klokot published all 
previous annual reports on their work. Only four (4) municipalities 
in the north of Kosovo did not offer information on the adopted 
annual reports to citizens for review. Complete data on expenses 
for previous years can be found on the websites of half of the total 
number of municipalities with a Serb majority: Gračanica, Klokot, 
Novo Brdo, Ranilug and Štrpce. None of the municipalities has a 
functional online forum section for communication with citizens, 
as well as an electronic archive of information on their websites. 
Only the municipality of Gračanica offered regularly published 
annual public procurement plans to citizens for review.

Gračanica 3/6
Klokot 3/6
Leposavić 0/6
Novo Brdo 2/6
Parteš 1/6
Ranilug 2/6
Severna Mitrovica 0/6
Štrpce 2/6
Zubin Potok 0/6
Zvečan 0/6

Gračanica 1/3
Klokot 1/3
Leposavić 1/3
Novo Brdo 2/3
Parteš 1/3
Ranilug 1/3
Severna Mitrovica 1/3
Štrpce 1/3
Zubin Potok 1/3
Zvečan 1/3

Website 
Content (6)

Website 
Content (7)

8

9
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Websites of public institutions should also have a functioning 
search option located at the top of the page. The ability to search 
the content of the site should be optimized so that documents and 
information on the site can be found easily and quickly. Search 
based on the first letter of a document name, date, number, and the 
like should reflect the way the most advanced search engines on 
the Internet work.

All sites, before their utilization, should have security certificates.

All the municipal websites have a clearly indicated and divided 
structure of internet pages. A functional link to the main portal (that 
is, e-Kosova) is only offered by the website of the municipality of 
Novo Brdo, while some have a certain number of links which further 
lead to subordinate bodies, that is, institutions, which still does not 
allow the awarding of a full grade.

The websites of all local government units with a Serb majority 
have the ability to search the content of the site based on queries 
in the form of letters, words and numbers.

Search Option

Gračanica 1/1
Klokot 1/1
Leposavić 1/1
Novo Brdo 1/1
Parteš 1/1
Ranilug 1/1
Severna Mitrovica 1/1
Štrpce 1/1
Zubin Potok 1/1
Zvečan 1/1

Security certificates (in the form of https) are integrated within the 
domains of all Serb-majority municipal websites.

Gračanica 1/1
Klokot 1/1
Leposavić 1/1
Novo Brdo 1/1
Parteš 1/1
Ranilug 1/1
Severna Mitrovica 1/1
Štrpce 1/1
Zubin Potok 1/1
Zvečan 1/1

Website 
Security

10

11
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The website and published content must be available in accor-
dance with the Law on the Use of Languages, including the English 
language.

Internet pages of public institutions must not contain content of a 
commercial nature unless another law stipulates otherwise.

When analysing content of the websites available in Albanian and 
English, 65% of translated content was calculated as a treshold 
(from Serbian, which is mostly the most common language of the 
primary content). In addition, the minimum content in all languages 
(in relation to the total calculated average content of all sites) 
should have exceeded 20%, which was not met by the sites of four 
(4) municipalities in the north of Kosovo. Although the Law on the 
Use of Languages does not oblige institutions in Kosovo to publish 
content in English, based on the provisions of the Administrative 
Instruction, availability of the content in this language was also 
checked as part of this research. When it comes to content in the 
Albanian language, the following municipalities have passed the 
content availability threshold: Gračanica, Klokot, Novo Brdo, and 
Štrpce. However, there is a lot of room for improvement, especially 
in the field of translation quality, additional information/clarification 
of already existing content and corrections of frequent grammatical, 
punctuation, spelling and semantic errors.

Gračanica 2/3
Klokot 2/3
Leposavić 0/3
Novo Brdo 1/3
Parteš 1/3
Ranilug 1/3
Severna Mitrovica 0/3
Štrpce 2/3
Zubin Potok 0/3
Zvečan 0/3

None of the municipalities have content on their official websites 
that belongs to commercial use.

Gračanica 1/1
Klokot 1/1
Leposavić 1/1
Novo Brdo 1/1
Parteš 1/1
Ranilug 1/1
Severna Mitrovica 1/1
Štrpce 1/1
Zubin Potok 1/1
Zvečan 1/1

Language

Commercial 
Advertising

12

13
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All public institutions are obliged to provide a so-called hyperlink 
from the website that contains the legal framework towards the 
same content that was published in the Official Gazette.

Regular editing and updating of data on the institution’s website 
is the responsibility of the institution’s department responsible for 
communication and, in its absence, of the officer in charge of com-
munication with the public. All departments of a public institution 
are obliged to cooperate closely with the institution’s department 
responsible for communication or the competent official in order to 
regularly update the institution’s website.

Laws and by-laws found on some municipal websites are available 
for downloading directly from the websites, without connecting 
links (hyperlinks) to the content available on the website of the 
Official Gazette.

Gračanica 0/1
Klokot 0/1
Leposavić 0/1
Novo Brdo 0/1
Parteš 0/1
Ranilug 0/1
Severna Mitrovica 0/1
Štrpce 0/1
Zubin Potok 0/1
Zvečan 0/1

Based on a field research conducted in the form of interviews with 
employees in the municipalities that participate in the research, all 
Serb-majority municipalities south of the Ibar have employees who 
deal with public relations and are in charge of maintaining websites 
and updating data, which is not the case with municipalities in the 
north22, which, until now, have not published any content on official 
websites. Employees in various municipal bodies cooperate with 
public relations officers and forward them information and content 
that is later published on the websites of local government units.

Gračanica 1/1
Klokot 1/1
Leposavić 0/1
Novo Brdo 1/1
Parteš 1/1
Ranilug 1/1
Severna Mitrovica 0/1
Štrpce 1/1
Zubin Potok 0/1
Zvečan 0/1

Hyperlinking

Edit and 
Update

14

15

22  This was contributed to by the 
fact that the Kosovo Serb employees 
in the municipalities in the north left 
the institutions of local government in 
November 2022.
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As the research demonstrated, the room for manoeuvre for 
improving digital transparency in the work of municipalities with 
a Serb majority in Kosovo is quite large. Except in the case of 
Gračanica, which clearly stands out from other local governing units, 
in terms of compliance with the rules defined in the Administrative 
Instructions for Public Institutions’ Websites, the municipalities on 
both sides of the Ibar River will in the coming years be obliged to 
invest considerable effort, time and financial resources to achieve 
the standards defined in this document. Municipalities with a Serb 
majority accomplished the following results based on previously 
defined research parameters:

Municipalities Final Score
Gračanica 27 / 38
Klokot 18 / 38
Leposavić 17 / 38
Novo Brdo 17 / 38
Parteš 14 / 38
Ranilug 12 / 38
Severna Mitrovica 8 / 38
Štrpce 8 / 38
Zubin Potok 8 / 38
Zvečan 8 / 38

CONCLUSIONS AND 
RECOMMENDATIONS
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These key conclusions, as well as the research results, impose the 
following recommendations:

The Government of Kosovo:
To provide training to employees of the Serb-majority 
municipality units on the obligations arising from the 
Administrative Instructions for the Websites of Public 
Institutions.
To increase the budgets of the ten (10) municipalities 
included in this research in accordance with realistic 
estimation of the number of their inhabitants or the results 
of the upcoming population census, in order to adequately 
finance administrative staff and expenditures. This move will 
significantly contribute to increasing the transparency of the 
work of these municipalities.
To adequately translate and proofread the entire legal 
framework that deals with the competences of local 
government units from Albanian to Serbian. After that, to 
send the links to the updated documents to all municipalities 
through the official channel, which should subsequently be 
found on the website of the Official Gazette.
To improve the quality of the content of the websites of 
municipalities in Kosovo, as well as the speed of downloading 
data.

The research showed that all websites have technical, but not 
content, predispositions to achieve the highest grades, that is, 
to meet most of the administrative requirements. In addition to 
irregular reporting on activities carried out by the local government 
units, the websites of municipalities with a Serb majority do not 
offer complete explanations about the procedures and services 
they provide. Even fewer are the cases where it is possible to find all 
necessary documents, information, lists of services and forms, as 
well as legal frameworks that more closely define the competence 
and obligations of the local government units. The municipalities 
in the north of Kosovo, apart from the technical ones, practically 
do not meet any of the conditions due to the fact that they did not 
publish any kind of information or content in the previous period.

The Local Government Units:
To perform a complete transfer of content from alternative 
websites to those of an official character.
To make available all necessary documents and information 
in digital format and provide citizens with easy and simple 
access to them.
To provide a detailed list of services provided by local 
government units and offer all forms that citizens can use in 
the process of accessing services.
To regularly update and translate the content of news, 
information and documents based on the Law on the Use 
of Languages, as well as all relevant laws that more closely 
define the powers of municipal authorities.
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The Civil Society Organizations that monitor the work and 
functioning of municipalities throughout Kosovo:

To summarize in one place all the recommendations and 
suggestions that the municipalities (with a Serb majority) 
in Kosovo should take into account in the coming period, 
exclusively based on the existing legal provisions and 
consequent obligations.
To publish all services, procedure-related details, and 
application forms (and complaints submissions) which are 
under the jurisdiction of the local government units, in an 
interactive form.
To help municipalities to establish new official profiles on 
social networks (and at the same time update content of 
the existing ones), which, along with official digital channels 
of communication, can also become an interactive form of 
communication with citizens.

The Donor Institutions:

To create financial plan in cooperation with the local govern-
ment units for:
training of administrative staff on the use of digital tools,

additional staff for adequate and regular translation of the 
content published on the websites,
improving the design and content structure of official 
websites, and
projects that will be implemented by civil society organizations 
with the aim of detailed monitoring of the transparency 
of the work of all municipalities in Kosovo, as well as the 
assessment of progress (or backsliding) achieved in the field 
of compliance with the obligations defined within the existing 
legal framework.








