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PREFACE

Ipsos Puls agency has conducted a survey of the capacity and integrity of the state administration
sector in Montenegro. The survey was conducted for the UNDP Office in Montenegro and the
Directorate for Anti-Corruption Initiative. The survey comprised five segments:

e General population survey - 1155 respondents, representative sample of the general

population of Montenegro over 18 years of age

e Survey of business entities - 201 respondents

e Survey of representatives of non-governmental organizations - 42 respondents

e Survey of civil servants - 200 respondents

e In-depth interviews with state administration senior management - 6 interviews

Field survey was carried out from the beginning of May through the end of July 2010.

This report presents findings of all five surveys.
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1 GENERAL POPULATION
METHODOLOGY

Data collection
e Face-to-face interviews on a representative sample
e Interviews taking place in respondents' homes

Sample
Sample size is 1155 respondents.
Target population consisted of citizens aged 18 and over.

Sample frame is based on the census of population, vital statistics and data on migrations, as well as on
census estimates for 2006.

The sample is random, three-phased and stratified, meaning that respondents are selected on the sample
through a three-phase selection procedure:

- Polling place territory (around 200 households) is selected with probability proportional to
size — PPS. Therefore, the first step is a random choice of polling place territories out of
which respondents will be selected.

- Household is chosen by method of random walk from a given address (simulation of
SPSWoR sampling scheme). In other words, the second phase is the selection of
households from previously chosen polling place territories. In each of the chosen polling
place territories, one address is randomly chosen as the starting point from which all other
households will be selected using a precisely defined set of rules.

- Household member is chosen from Kish tables (simulation of SPSWoR sampling scheme).
The last step is the selection of the respondent from the chosen household. Kish tables are
tables for the selection of respondents that take into account two pieces of information: the
number of adult female persons in the household and the total number of adult persons in
the household. Using these two pieces of information, the table will provide an algorithm
showing which person to select as the respondent (for example, in case there is one adult
woman and three adult persons, a younger male person must be selected).

There were 10 respondents per primary sample point, meaning that 10 interviews were conducted per each
chosen polling place territory.

Stratification of the sample was based on:
e type of settlement — urban/rural
e Montenegro regions.

Three regions were taken into consideration (south, centre and north) and two aforementioned types of
settlement; when these parameters were merged, six strata were obtained (south urban, south rural,
centre-urban, centre-rural, north urban and north rural). Allocation of respondents by strata was
proportional to size of each stratum, meaning that the proportion of respondents in each stratum sample
corresponded to the proportion of adult population from the given sample in the overall adult population of
Montenegro.
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Figure of regions. Overview of regions used to define the sample for the general population survey.
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Post stratification (weighting) was based on gender, age, type of settlement and regions, meaning that
deviations of the sample from the aforementioned parameters of the population were adjusted by specific
weighting factors that gave underrepresented groups a bigger significance and overrepresented groups a
lesser significance compared to the population, resulting in data that would be obtained had all parameters
been as they are in the Montenegro population.

e On a sample of 1155 respondents, 95% confidence interval for incidence of 50% is +/- 3.25%.

Fieldwork control was applied to 12% of the sample, logic and consistency control in 100% of cases.
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SUMMARY OF FINDINGS

Half the respondents used state administration services in the past 12 months. Their reasons for
using state administration services include general administrative needs (endorsements,
certificates and so on), administrative requirements related to personal documents (identification
cards and passports) and various certificates regarding one's health. The most frequently used
state administration body was the Ministry of Interior Affairs and Public Administration, followed

by municipal and other local government bodies and health care institutions.

Citizens of Montenegro who used state administration services say that state administration

bodies satisfy the needs of their users moderately.

Availability of state administration bodies and civil servants on average does not seem to be a
pronounced problem for public service users. However, one in three people had to travel to
another place the last time they needed to use services by a state administration body. The
majority of citizens nevertheless find these services available or at least sometimes available.
Some users experienced the problem of public services being unavailable. For example, one in
two public service users say that obtaining documents issued by the public administration is at

least partially difficult whereas one in five say it is difficult to obtain them.

On average, Montenegrin citizens show moderate trust in the state administration as a whole,
giving it a school rating of 3.4. Individual pillars of government do not differ significantly when it
comes to citizens' trust in them. However, the President of Montenegro enjoys the biggest
support, followed by the Government of Montenegro and the Parliament, whereas the judiciary is
relatively the worst off. When it comes to trust in institutions, sectors and bodies of state
administration, citizens gave best ratings to the education system, followed by the health care
system and the pension system. Although the President and the Parliament of Montenegro do not
belong to the state administration sector, they were included alongside state administration

institutions as answer options because of their importance.

Montenegrin citizens more often than not say that employment opportunities and career

advancements in state administration bodies depend on prospective applicants' family and
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friendship relations or political party affiliation then on their level of education, expertise,
experience and previous work performance. The situation as seen by Montenegrin citizens is
dissonant with their expectations regarding the criteria that should govern the functioning of state
administration institutions. Citizens expect the main selection criteria to be applicants' level of

education, expertise, experience and work performance.

Survey results indicate that trust in state administration bodies is partially undermined. It still
exists when it comes to expertise and respect of law, although such actions are not necessarily
always related to the public interest. Results are, however, poorer for the use of feedback from
users, continuing development in order to improve quality and rational use of resources in line

with available financial means.

Montenegrin citizen gave an average rating of 6.0 on a 10-point scale to the work quality in state
administration bodies. The biggest number of citizens who used state administration services in
the past year gave positive ratings to the quality of education system, followed by the health care,
pension system and the army, whereas negative ratings were given to the customs

administration, welfare system and tax administration.

When talking about negative characteristics in the work of state administration bodies and
institutions, Montenegrin citizens noticed their dependence on political influences as well as their
inconsistent and uneven implementation of law only after they had noticed weaknesses in their
work. Montenegrin citizens think that state administration is most heavily burdened by poor work
organization, insufficient funds and corruption. When evaluating the transparency of services
provided by state administration, Montenegrin citizens more often than not find the services
provided by state administration bodies as non-transparent. For example, the proportion of
citizens holding the view that files and documents under the jurisdiction of state administration are
not available for review to every citizen is 48%, whereas 47% of people hold the view that

revenues of state-owned companies are not spent transparently and in line with the law.

Survey results show 11% of Montenegrins to consider corruption very much widespread in state
administration bodies. A further 31% consider it to be mostly widespread, and 29% to be neither

non-widespread nor widespread. When citing spontaneously the reasons for widespread
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corruption, respondents primarily cite low salaries. Comparing the level of corruption today and
three years ago, the vast majority of Montenegrin citizens believe corruption is less widespread
today or has remained on the same level as three years ago. The most common forms of
corruption are getting a job «through a connection» and receiving a small token of gratitude for

doing somebody a favour.

Results of this survey show 28% of people committed a corruptive act in order to get a better
medical treatment, 16% to get a job or to secure a job for somebody close to them and 13% to
avoid paying a traffic ticket. Nearly 6% of people interviewed mention they were demanded bribes
by civil servants and employees. As regards offering bribes to civil servants and employees,
nearly 7% of people interviewed gave an affirmative answer. Most of them offered bribes in health

care institutions or to police officers regarding a traffic violation.

Respondents made an assessment as to how widespread corruption is in different sectors and
institutions in Montenegro. People see corruption as most widespread in police (47%), health care
(46%), customs administration (44%), judiciary (42%) and tax administration (42%). The
President, pension system, welfare system, education system and army are among institutions

seen as the least corrupted.

The Police directorate is slightly more often than other institutions seen as an important element
in the fight against corruption, that is, people slightly less often consider the role of the Police
directorate as merely formal and not real. In other surveyed institutions, this proportion is
somewhat worse but still positive, indicating that people overall tend to believe their existence is
not merely pro forma. However, there is room for significant improvement and activities for raising

people's awareness regarding this element of perception.

Finally, people's estimate regarding political parties' influence over aforementioned institutions is
pronouncedly sceptical. Only a quarter of people believe that state administration institutions are
not influenced by political parties, while nearly half of them cite the issue of political influence over

state administration institutions.
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A AVAILABILITY OF STATE ADMINISTRATION SERVICES

At the beginning of an interview, a list of fifty different state administration bodies was shown to
respondents: ministries, secretariats, institutions, administrations, agencies and local self-
government bodies. After that, respondents were asked if they had used a service by any of these
bodies in the past 12 months. Half the respondents (51%) used the services of state
administration bodies in the past 12 months. People with higher levels of education and higher
income more often than people with lower income used these services. When it comes to regional
differences, South stands out as the region in which state administration services were used more

often than elsewhere.

Figure 1 (A1) In the past 12 months, did you use services of some of the following state administration
bodies?

Basis: Overall target population

Doesn't
know/Refusal

Yes

.16
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Table 1 (A1) In the past 12 months, did you use services of some of the following state administration bodies? —

by demography
Income per
Education household
member
E g g
® o | > W w o
Total > > _8 < 8, 8 8 2 - © -
S0 3|12 a = N © 5 = =
So c |3 ie) ' £ o o} 2
2| 5lz°| 5| &| | ?| °
@ T |9 = - S
L (\II =
N 1155 | 365 | 589 | 201 | 325 | 386 | 228 | 242 | 513 | 399
%
Yes 51 44 51 64 39 53 64 67 50 42
No 46 52 46 33 58 45 35 28 47 55
Don’t
know 3 5 3 3 2 2 2 5 3 3

One in three citizens of Montenegro (34%) who sought the services of state administration bodies

in the past 12 months came because of general administrative needs (endorsements, certificates

and so on). Other frequently mentioned reasons include administrative requirements related to

personal documents, most often to a personal identification card and passport that were

mentioned by 27% of people, and reasons related to the health care system, such as obtaining

documents and certificates regarding one's health. Less frequently mentioned reasons include

obligations related to tax documents, regulation of citizenship, payment of bills and other financial

transactions, obligations related to employment or education, obligations related to real estate
transactions, and other reasons.
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Figure 2. (A2) What are the most common reasons for your visit to state administration bodies in the past
12 months?

Multiple answers; Basis: People who used services of state administration bodies in the past 12 months
(51% of target population)

Administrative duties, documents, endorsements,
certificates

Documents (personal, travel)

I -
I, >
 EE

I

[ EZ

.

. o

i 5

B 2%

B 4%

Entering real estate into books/ title deed - 3%

Health care (illness, documents, certificates...)
Paying taxes/tax documents and forms
Birth certificate, citizenship

Paying bills/money transactions

Education (administrative duties, enrollment,
exams...)

Paying traffic fines/traffic violations
Because of jobs/looking for jobs

Work permit, registration

Disputes, filing disputes, procedures . 2%
Financial subventions/financial aid . 2%
Car registration . 2%
Driving licence/ automobile registration card . 2%
Work experience/severance pay/right to a pension l 2%
Paying customs duty/ customs clearance l 1%
Information I 1%
Communal services I 1%
Other I 1%
Refusal 16%

In doing these activities, Montenegrin citizens most often sought the services of the Ministry of
Interior Affairs and Public Administration (50%, respondents in their answers as a rule call the
Ministry of Interior Affairs and Public Administration the police), followed by municipal and other

local government bodies (30%) and health care institutions (25%). Nearly 11% of people also

.18
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sought the services of the Tax administration, while ministries and government agencies,
education system and state-owned companies were mentioned by 6% of people each. Nearly 4%
of people had contact with the judicial system, and the welfare system, the pension system and
banks/post offices were mentioned marginally — most likely in relation to payment for the state

administration services.

Figure 3 (A2) State administration body visited on that occasion.

Multiple answers; Basis: People who used services of state administration bodies in the past 12 months
(51% of target population)

Police

Municipal council/local government bodies
Health care institutions
Tax administration [ 11%

Ministries, government agencies

Education institutions

State-owned companies, public utilities - 6%
Judiciary [} 4%
Welfare ] 2%
Banks, post offices [J 2%

Pension system || 2%
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Respondents believe that state administration bodies moderately satisfy the needs of their users.
The vast majority of people who used services of state administration bodies gave them a neutral
rating (37%) or expressed a positive view regarding satisfaction of users’ needs (35%). Only 7%
of people consider that state administration bodies fully satisfy needs of their users, and an equal
percentage consider that users’ needs were not satisfied at all. Overall, on a 5-point scale, users

of services of state administration bodies evaluated the services with an average rating of 3.3.

Figure 4 (A3) To what extent do you consider that work of state administration bodies meets the needs of
users of their services?

Basis: People who used services of state administration bodies in the past 12 months (51% of target

population)
S

Mostly does not meet 10%

Does not meet at all

Sum - 17%

Both meets and does not

37%
meet

42%

Sum +

Mostly meets 35%

Fully meets

Doesn't know/Refusal 4%
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As regards charging for services by state administration bodies, the vast majority of people
consider their services mostly expensive (50%) or very expensive (13%). On the other hand, 36%
of people consider them mostly not expensive or not expensive at all. Interestingly, different views
regarding this issue do not correspond with different household income. Pensioners slightly more
often than others consider public services more expensive.

Figure 5 (A4) Having in mind prices charged by state administration bodies for their services, to what
extent do you consider their services expensive?

Basis: People who used services of state administration bodies in the past 12 months (51% of target
population)

Not expensive at all - 5%

31%

Mostly not expensive

Mostly expensive 50%

Very expensive 13% ‘

Doesn't know/Refusal 1%
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As regards the price-quality ratio, users of state administration services are divided in their views.
Nearly 50% of them believe the price is too high for the quality delivered, whereas 44% of them
believe the price corresponds with the quality. Given a very general nature of this question,
respondents’ answers should be taken as an estimate of the overall situation because the price

and the level of quality differ depending on the specific type of service delivered.

Figure 6 (A5) Do you believe prices charged by state administration bodies for their services correspond
with the quality of service delivered?

Basis: People who used services of state administration bodies in the past 12 months (51% of target
population)

Does not
know/refuses

Availability of state administration bodies and their employees does not seem to represent a
major problem to the people of Montenegro who used the services of state administration bodies
in the past 12 months. The majority of them consider state administration bodies and their
employees available (49%) or sometimes available (33%). For 16% of respondents availability of

state administration bodies and their employees was a significant problem.

Figure 7 (A6) In your experience, were state administration bodies and their employees available to you
upon your request in the past 12 months?

Never - 3%

Basis: People who used services of state administration bodies in the past 12 months (51% of target
Rarely 13%

population)
sum - | 6%

Sometimes N 5
Sum +
oten I

Aways [N 6%

Doesn't know/Refusal 1%

49%
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For the vast majority of service users it was to an extent difficult (48%) to obtain information and
documents under the jurisdiction of state administration bodies that were related to their requests.
12% of people interviewed cited it was difficult to obtain them, and a further 5% cited it was very
difficult. 31% of people interviewed cited it was easy to obtain the needed information and

documents, and only 2% cited it was very easy.

Figure 8 (A7) In your experience, how difficult or easy was it to obtain information/documents from state
administration bodies, related to your requests?

Basis: People who used services of state administration bodies in the past 12 months (51% of target

population)
Very difficult [l 5% ‘

Difficult [ 12%
Sum - | I 137
Somewhat difficult
Sum + | . 33%
casy I 51
Very easy [} 2%

Doesn't know/Refusal 2%

48%

According to survey results, more than two thirds of people who used the services of state
administration bodies in the past 12 months easily found their way around counter services. In the

north region there is a somewhat bigger percentage of people who had problems with that.
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Figure 9 and Table 2 (A8) Overall, do you easily find your way when dealing with counter services of state
administration bodies — in the municipal council, courts, police, state-owned companies, secretariats,
ministries...) — overall and by region

Basis: People who used services of state administration bodies in the past 12 months (51% of target
population)

Doesn't
knowd Refusal

N
%
Yes 68 73 69 63
No 28 25 29 31
Doesn’t know 4 3 2 6

Awareness of the need for simplification of administrative procedures during counter visits is
relatively high. A large majority of people who sought state administration services, 46% of them,
are of opinion that in most cases there is not a “one-stop-shop” offering services for all areas of
need. On the other hand, 36% are of opinion such “one-stop-shops” offering a multitude of
services exist in some of the institutions, whereas a further 18% are of opinion all institutions have

such places.

Figure 10 (A9) Is there a ‘one-stop-shop’ in institutions — state administration bodies where a person can
get services for all areas of need, without going from one counter to another or from one door to another?
Basis: People who used services of state administration bodies in the past 12 months (51% of target
population)

Yes, in most bodies -

Doesn't know ir it t
45, institutions
18%
Mo, not in maost ar all
hadies - institutions
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es, butonly in
some bodies-
institutions
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The last time they needed a service of a state administration body, 31% of people had to travel to
another place in the country. People with lower income (44%) and people living in region South
(43%) had such a need more often than others did.

Figure 11 (A10) The last time you needed a service by a state administration body or institutions, did you
have to travel to another place in the country?

Basis: People who used services of state administration bodies in the past 12 months (51% of target
population)

Doesn't
knowrRefusal

Table 3 (A10) The last time you needed a service by a state administration body or institutions, did you
have to travel to another place in the country? — by demography

Basis: People who used services of state administration bodies in the past 12 months (51% of target
population)

Income by
household Region
member
&
2l g ] .
S o i < o <
- N ® =3 € 5
8 : £ o o) 3
al| S © @ O
D -— o
=
N 128 | 204 | 145 | 162 | 258 | 169
%
Yes 31 44 23 32 43 23 33
No 68 56 75 68 57 77 64
Doesn’t know 1 2 2
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41% of users of state administration services received replies to their inquiries on time, and 28%
after the prescribed time limit. In addition, 24% of people do not know whether they received a
reply within or after the prescribed time limit. Nearly 6% of service users who contacted state
administration bodies in the past 12 months did not receive a reply at all, probably also because

for some of the inquiries the prescribed time limit has not yet run out.

Figure 12 (A11) The last time you used state administration services, did you get a reply to your inquiry or
request for a service within prescribed time limit?

Basis: People who used services of state administration bodies in the past 12 months (51% of target
population)

Dioesn't
knowd Fefusal

Mo, | didn't receive a
regly

Yes, | received a
reply, bt | don't
know whether it was —
within the prescribed
time limit

Yes, | received a
reply within the
arescribed time limit
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Yes | received a
reqly, but not within
the prescribed time

limnit
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B TRUST IN STATE ADMINISTRATION INSTITUTIONS

Montenegrin people on balance show moderate trust in the state administration, giving it a school
rating of 3.4. In other words, the vast majority of people or more than two thirds of them opted for
a neutral answer regarding trust (37%) or expressed moderate trust in state administration
institutions (31%). Overall 16% of people expressed mistrust in the state administration, including
people with moderate mistrust (10%) as well as those with a more radical view who expressed no
trust at all (7%). On the other hand, 13% of people of Montenegro fully trust state administration

institutions.

Figure 13 (B1) Overall, how much do you trust the state administration?

Basis: Total target population

Mo trust at all - 7% ‘

S - 16%

3 aT7%

4 IMN%

et [

Dioesn't

know Refusal 2%
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As regards trust in the pillars of government of Montenegro, Montenegrin citizens on balance hold
an equal view of all pillars. However, the President of Montenegro (54%) enjoys the biggest trust,
followed by the Government of Montenegro with the support of 49% of people and the Parliament
with the support of 46% of people. The judiciary is the worst off with the support of 44% of people,

whereas 26% expressed mistrust in it.

Figure 14 (B2) How much do you trust government authorities?

Basis: Total target population

W DONT TRUST W TRUST

Fresident of Montenegro 20%, _— 5%
Governrnent of Montenegro 19% -_49%
Parliament of Montenegro 21% __46%

When it comes to trust in institutions, sectors and bodies of state administration, people on
balance gave the best rating to the education system that enjoys the trust of 60% of people.
Education system is followed by the health care and the pension system that enjoy the trust of
52% and 49% of people respectively. Although respondents perceive the health care as corrupted
(as will be mentioned later in the report), it is also perceived positively because of the importance
of health care in people’s lives, the system of health care insurance which covers the majority of
population and probably also because of people’s perceptions that the health care system
functions relatively well given overall unfavourable conditions. All other state administration
systems — welfare, army, police, state-owned companies, Tax administration and Customs
administration — enjoy the trust of 41-45% of people. Among them, on the other hand, Customs
administration, Tax administration, state-owned companies and welfare system enjoy a
somewhat more pronounced mistrust, while army and police enjoy a less pronounced trust,

although differences are not significant.
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Figure 15 (B3) How much do you trust individual institutions, sectors and state administration bodies?

Basis: Total target population

B DONTTREUST

Education system

Health care system

Fension system

Welfare system

Arrry
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C EMPLOYEES IN STATE ADMINISTRATION INSTITUTIONS

This chapter presents results of the survey related to the perception of employment and

advancement in the state administration.

Montenegrin people perceive that applicants’ family and friendship relations (74% of people) or
political party affiliations (65% of people) play the major role in the process for employment in the
state administration. These negative influences received top mentions over the level of education,

expertise, experience and previous work performance (54-59%).

Figure 16 (C1) In your opinion, what are the criteria for the employment of people in the state
administration on the national and local level in Montenegro? For each of the criteria mentioned, please
state how much it affects advancement in the state administration.

Basis: Total target population

W HAS NO INFLUERCE B HAS INFLUENCE

Applicant's party affiliation

Level of education, diploma obtained

Applicant's expertise 17 % —57’%
| ‘

Experience and past work performance 19% -_ 54%
|

Applicant's conscientiousness 29% -_4

,,,,,,,,,,,,,, |
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Conscientiousness as a trait of applicants seeking employment in the state administration is the

least represented criteria in the selection process.

Figure 17 (C2) What is the most common criterion for getting a job in the state administration?

Basis: Total target population

Applicant's family and friendship relations 43%

applicants party atriiation |G-

Applicant's experise

Applicant's lew el of education, diploma

Applicant's experience and past work performance - 9%

Applicant's conscientiousness - 4%

Doesnt know Refusal %

The situation as seen by Montenegrin people is dissonant with their expectations regarding the
criteria that should govern the functioning of state administration institutions. People, for example,
expect the main selection criteria to be the level of education, expertise, experience and previous
work performance. There is a high level of consensus about that with more than 80% of people
who believe one of these three principles should be the most important in the selection process
for the employment in the state administration, as well as for the functioning of human resources

in the state administration in general.
Figure 18 (C3) In your opinion, which criterion should be the most important one in order for the state
administration to work in the interest of people?

Basis: Total target population

Applicant's lev el of education, diploma
Applicant's expertise

Applicant's experience and past work performance

Applicant's conscientiousness - 5%
Applicant's family and friendship relations - 3%
Applicant's party affiliation l 1%
other 1%
Doesn't know Refusal %
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People’s views on advancement in the state administration reflect previously mentioned views.
Nepotism, clientelism and political influences are perceived as pronounced in everyday practice
whereas people expect an employee’s level of education, expertise and experience to be decisive

factors. They expect climbing up the hierarchy to be based on the merits.

Figure 19 (C4) What are the criteria for advancement in the state administration on the national and local
level?

Basis: Total target population

WHAS MO EFFECT (1 +2) W HAS EFFECT (4+5)

Applicant's family and friendship 3‘==
relations £ e

Applicant's party affiliation i

Applicant's level of education, diploma 11% -_ B1%
Applicant's experience and past work - : =
berformance 13% [ I o>

Figure 20 (C5) What is the most common criterion in our country for advancement in the state
administration?

Basis: Total target population

Applicant's family and friendship relations _ 30%
Applicant's party affiliation _ 24%
Applicant's expedise - 11%
Applicant's lev el of education, diploma - 10%
Applicant's experience and past work perormance - 9%

Applicant's conscientiousness . 4%

Dioesnt knowd Refusal F %
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Figure 21 (C6) And which criterion should, in your opinion, be the most important one for advancement in
order for the state administration to work in the interest of people?

Basis: Total target population

Applicant's lev el of education, diploma _ 29%
Applicant's expertise _ 8%
Applicant's experience and past wiork performance _ 6%
Applicant's conscientiousness - T %

Applicant's family and friendship relations . 2%
Applicant's party affiliation l 1%
other | 1%
Doeznt knowRefusal B %

Talking about state administration institutions in general and evaluating the way they are
managed, Montenegrin people have again emphasized political influences and nepotism. At the
same time, the proportion of people who believe state administration institutions function
professionally, systematic, autonomous and according to law is bigger than the proportion of
people who think otherwise. These results indicate the trust in state administration bodies is not
completely undermined. It still exists when it comes to expertise and respect of law, although this
is not necessarily always related to the public interest. The ration is, however, negative when it
comes to the use of feedback from users, continued development aimed at improving the quality
of services and rational use of resources in line with available financial means. These are the

critical points in the public perception and deserve attention.
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Figure 22 (C7) What is the management of state administration institutions like? How did they organize
decision-making processes regarding their work, resources etc.?

Basis: Total target population

MYes B No Doesn't know/Refusal

Under political influence | N0 A/ 127% |

According to the interests of individuals, not the m

' ________interestof the institution 0
’ Professional |GG/ M 13% |
Systematic, | NABYGN Ty 7% |

Autonomous | NABYS N Y47 15% |

According to the letter of the law, | EENASYNN S /N 15% |

i Responsiblel 24% 12%

Based on users' feedback | NA0YSNNN Y/ SR 17 % |

AIWayS with an aim to |mprOVe the quallty of SerVICGS\
they provide 46% 14%
___ Rationally, in line with financial menans available, | NGOV S 15% |

When evaluating the decision-making process in the state administration, people will on average
emphasize negative political influence, but will not deny their expertise. In line with that, 58% of
people believe that decisions are made professionally, 57% that they are made under the political
influence, 49% that they are made responsibly, 49% that they are made deliberately, and 48%
that they are made autonomously. People are slightly more critically minded when it comes to

timeliness and transparency of decisions.

Figure 23 (C8) How do institutions make decisions related to their functioning?
Basis: Total target population
Wyes o B Doesn't knowFefusal

Under political influence | | Pl 14%

Fesponsibly

Deliberately, so they don't have to be
suspended

ﬂautonomou sly

|
|
\Transparently towards employees and

| Service Users
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When thinking about ethical standards of state administration employees, the vast majority of
Montenegrin citizens (42%) do not want to make generalizations and say there are conscientious
and not so conscientious employees. If we disregard citizens with neutral views, among the
remaining citizens a slightly higher number of them consider ethical standards of state

administration employees to be mainly high or very high than to be more or less low.

Figure 24 (C9) In your opinion, how high is the awareness of ethical standards of state administration employees?
Basis: Total target population

wery high level of awareness of ethical standards _ 11%

i ainly high level of awareness of ethical standards 18%

Sum + | N -

There are conscientions and not s0 consciertious _42%
employees
sum - [ 20

mainly lowy level of awareness of ethical standards 13%
Mo awareness of ethical standards at all - Lk ‘
Doesn't know!Refusal 10%

18% of people believe no disciplinary actions are taken against employees in state administration
institutions at all so in cases of negligence they do not bear any sanctions. 34% of people believe
employee disciplinary actions are only partially implemented and rarely result in sanctions. A
further 29% of them believe such disciplinary actions are taken but do not result in any sanctions.
Overall, 80% of Montenegrin people hold the view that employees responsible for negligence in
the work of state administration bodies are not sanctioned at all or those sanctions are rare and in
most cases symbolic. On the other hand, 14% of people hold the view that state administration

bodies function mostly or fully flawlessly as regards this issue.
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Figure 25 (C10) In case of breach of ethics by a state administration employee, do you think disciplinary
actions are taken and sanctions imposed on such employees?

Basis: Total target population

Yes, disciplinany
Doesn't knou - actions are taken

Refuses to answer and sanctions
imposed

Meither are actions
taken nor sanctions
imposed

Yes, dicsiplinany
actions are taken,
bt withot
sanctions
Disciplinary actions
are partially taken,
sanctions are rare

Slightly over a quarter (29%) of Montenegrin citizens believe a system of performance appraisal
of each civil servant and employee exists, 21% say they do not know whether such a system
exists or not, and one in two or 50% believe that, according to their knowledge, such a system
has not been implemented in the state administration bodies. A similar percentage of people feel
the same about the principle that quality job performance will be adequately rewarded. The
majority of them, 45%, believe this principle is not implemented in state administration bodies,

whereas a lesser proportion, 32%, believe this principle is implemented.

E
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Figure 26 (C11) In your opinion, is there a system of performance appraisal of each civil servant and
employee?

Figure 27 (C12) In your opinion, does harder work and quality job performance in the state administration
institution/body result in adequate rewarding - bigger salary in line with better work performance?

Basis: Total target population

Cion't knowy - Refusal

Cron't knowy - Refusal
21%

23%

RS
32%

Mo
al% 45%,

Nearly one in three Montenegrin citizens think that salaries of civil servants and employees
should be increased while 37% think they are adequate. On the other hand, 9% of people

interviewed think that salaries of civil servants and employees should be reduced.

Figure 28 (C13) Do you think salaries of civil servants and employees are satisfactory high?

Basis: Total target population

Doesn't
knmwRefusal INCREASED BY... (n=401):

19% ) Up to 20% - 33%
Salaries should he 21% - 50% = 50%
increasad 51% - 75% > 3%
35% More tnan 75% > 11%

Refuses to answer 2> 3%

REDUCED BY... (n=99):

Up to 20% > 54% i

21% - 50% > 34% Salaties should he
51% - 75% > 6% reduced
More than 75% > 4% 9%

Refuses to answer 2> 2%

Salaries are
adequate
3T%
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Montenegrin citizens are divided in their views about the impact of the existing salary
determination system on the civil servants’ motivation. The proportion of people who think the
existing salary determination system has no impact on the level of civil servants’ motivation is
21%, 25% think it has a positive impact and the biggest proportion, 33%, think it has the opposite

impact than desired and leads to a reduced motivation in civil servants and employees.

Figure 29 (C14) In your opinion, what impact does the existing salary determination system in the state
administration have on civil servants and employees’ motivation?

Basis: Total target population

Dioesn't
knowd Refusal Increases mati ation
21% 25%

Has not impact
21%

Reduces motivation
33%
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D BUDGET SPENDING AND PUBLIC PROCUREMENTS

One in two citizens of Montenegro considers budget processes non-transparent. Nearly 20%
consider them transparent while 29% have no clear or definite opinion about them. People with
lower education less often evaluated this element of state administration indicating this issue, due
to its complexity, is not entirely in their focus of interest. The proportion of people unfamiliar with
the subject matter additionally increases when it comes to abiding by deadlines defined by the
budget law. One in two people of low education and overall 40% of people of Montenegro did not
evaluate that element of state administration. It is a fairly technical process that is, quite
expectedly, less known to ordinary citizens. Nevertheless, among the answers of people who
made their assessments, twice as many people believe prescribed periods are not respected
(40% compared to 20% of people). It should be taken into consideration that respecting
prescribed periods can be objectively verified, but from the public opinion perspective, people are

currently prone to believe that prescribed periods are not respected in budget spending.

Figure 30 (D1) In your opinion, are budget processes in the state administration transparent, i.e., is
information about budget spending and budget processes publicly available and easily accessible to
people?

Figure 31 (D2) In your opinion, are budget processes taking place within periods prescribed by the budget
law?

Basis: Total target population

Y eS

Dioesnt e
know Refusal 0%
29%
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As regards public procurement, Montenegrin citizens most often cite it is under political influence,
i.e. under the influence of political parties. Such a principle of management of public procurement
is cited by 44% of people while a far lesser proportion, 25%, believe public procurement is carried
out with respect for the public interest. Among the main drawbacks of public procurement
processes, people most often cite lack of integrity (37%), transparency (31%), impartiality (29%)

and legitimacy (28%) as well as lack of objective criteria for conducting public procurement (27%).

Figure 32 (D3) To what extent are public procurements carried out in the following way?

Basis: Total target population

W SLIGHTLY (1+2) ® SIGNIFICANTLY (4+5)

According to the law. ~ 28% _!‘ 24%
Impartially.  29% _g Sren

According to objective criteria 27% __|23°/o
Transparently. 31% _-|21 %

Fair 37 % |
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E QUALITY OF SERVICE IN THE STATE ADMINISTRATION

Respondents evaluated work quality in the state administration on a 10-point scale where higher
ratings mean higher quality. The average rating given by respondents is roughly in the middle of
the scale — 6.0. The youngest and the oldest respondents gave somewhat higher ratings,
whereas middle-aged respondents were more critically oriented. Respondents with lower
education and lower income also gave more favourable ratings, yet differences are not

pronounced and fall in the range +/- 0.3 points.

Figure 33 (E1) In general, how would you evaluate work quality in the state administration, i.e. in all of state
administration institutions?

Basis: Total target population

Extrermely poor quality - 3%
. L

3 8%
4 10%
a 19%

42%
55%

a] 13%
T 14%

g 16%

Extremely high quality [l 3%
Dioesn't know 3%
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Figure 34 (E1) In general, how would you evaluate work quality in the state administration, i.e. in all of state
administration institutions? — by age

Basis: Total target population

TOTAL
AGE
18-29
30-39
40-49
50-64

6o+

12 3 45 6 7 8 910
Comparing the views on service quality in state administration bodies now and three years ago,
the vast majority of those people who used services of state administration institutions in the past
three years (93% of them), think the quality of services in the state administration has remained
the same (46%). However, one in three citizens of Montenegro (33%) think there has been

improvement in the past three years, whereas a significantly lesser number of people think the

quality worsened (13%).

Figure 35 (E2) Would you say the quality of services provided by the state administration has improved,
got worse or remained the same compared to three years ago?

Basis: Respondents who used services of state administration institutions in the past 3 years (n=1074)

Doesn't koo -
Refusesto answer
2%
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3%
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The biggest proportion of people who used services of some state administration institutions in
the past 12 months gave positive ratings to the quality of education system (49%), followed by the
health care (43%), pension system (39%) and the army (37%). Negative ratings were given to the

customs administration (25%), welfare system (23%) and tax administration (also 23%).

Figure 36 (E2b) How would you evaluate work quality in the following sectors, institutions and state
administration bodies?

Basis: Total target population

B POOR QUALITY (1+2) 5 GOOD QUALITY (4+5)

Education 13% e 1 9%,
Health care 19% I e 4.3%,
Pension system 19% I Sy 39 %

Army 20% I e 37 %
Police 20% T e 34.%
State-owned 21% I s 34%
Tax administration 23% I e 34.%
Welfare system 23% I e 33,
Customs administration  25% [IIEIGIIIIGG M 33%,
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As regards negative characteristics of the work of state administration bodies and institutions,
Montenegrin citizens most often cite various bureaucratic obstacles in the form of “sending people
from pillar to post too often” (61%), "too much paperwork" (59%) and "complex procedures"
(51%). Dependence on political influences (44%), inconsistent and uneven implementation of law

(41%) and other characteristics are noticed less often than administrative weaknesses.

Figure 37 (E3) How widespread are the following phenomena in state administration bodies and
institutions?

Basis: Total target population

B NOT WIDESPREAD (1+2) BWIDESPREAD (4+5)

Sending people from pillar to post too often 1% _ I 1 -
| e 12% ) O

Complex procedures (non-transparency)

Dependance on political influence

Inconsistent implementation of law - not the same for everyone
Out of date - slow and inefficient service

Corruption

Civil servants treat people badly

Poor price - service quality ratio
Dennying access to relevant files and documents (non-

transparency)
Incompetent and unprofessional staff

Lack of online services
Unpleasant, ugly rooms and offices

The following problems are relatively less often mentioned as important. Lack of online services,
i.e. inability to obtain the whole service or part of it by remotely connecting to another computer is
cited as a major drawback by 29% of people. People also relatively less often cite unpleasant and
ugly rooms and offices in state administration bodies. However, 26% of people had objections
related to that.
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Similar proportions to the ones just described are found in respondents answers regarding three
most important problems in the functioning of the state administration. Too much paperwork
heads the list (41%), followed by long and tiresome administrative procedures (40%) and lack of
promptness resulting in slow and inefficient solutions to users’ problems (33%). Corruption as one
of the most important problems is cited by 29% of people. Unacceptable treatment of customers
by civil servants is cited by 27% of people. Political influence, although considered as a fairly
regular occurrence in the functioning of state administration institutions, is somewhat less often

cited as one of the three prevailing problems. It was cited by 17% of interviewed people.

Figure 38 (E4) Please, carefully read the following list and chose three problems you consider the most
important in these institutions and bodies.

Multiple answers; Basis: Total target population

Too much paperwork || NG /1 -
Sending people from pillar to post too often || GcNcNcNGNGNGEEEEEEEEE /00
Lack of promptness - slow and inefficient service ||| N )} .} NN 33°-
corruption || NN 297
Poor treatment of customers by civil servants _ 27%
Complex procedures (non-transparency) ||| N [N NIENNIII 20
Incompetent and unprofessional staff ||| | |} N NI 1°%

Political influence _ 17%
Inconsistent implementation of law - not the same _ 13%
()

for everyone
Poor price-quality ratio _ 13%
Ugly, unpleasant rooms and offices - 9%
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Although they cite different problems regarding the functioning of state administration institutions,
the vast majority of people, 68%, think that civil servants and employees mostly or completely
perform their jobs in accordance with prescribed rules and procedures. A significantly lower
proportion, 30%, think that rules and procedures in state administration are not obeyed to a

greater or lesser degree.

Figure 39 (E5) To what extent do you think civil servants perform their jobs in accordance with prescribed

rules and procedures?

Completely in accordance with prescribed rules and
procedures

2%
29%

hostly in accordance

Sum + EE%

Surm -

Mostly not in accordance

Mot &t all in accordance with prescribed rules and
procedures

Doesn't know/MRefusal

J0%

20%

- o

2%

People were also asked if they saw room for improvement of the quality of services provided by
the state administration. The vast majority, nearly three quarters, believe significant improvement
in quality is possible. Positive views and openness to possibilities for change are more

pronounced in people with higher education than in people with lower education.

Figure 40 (E6) Do you believe work quality of state administration bodies can improve significantly?
Basis: Total target population
Doesn't kKoo -

Refuses to answer
13%
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13%
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L



Survey of the capacity and integrity of the state administration sector in Montenegro .

According to the majority of Montenegrin people (54%), the most adequate way of improving the
functioning of the state administration is by introducing strict internal controls. Other frequently
mentioned measures include reducing corruption (42%), higher salaries for civil servants and
employees (40%), adopting more precise laws and regulations (40%) and introduction of stricter
penalties (40%). One third of people see simplification of procedures as an adequate measure as
well, particularly from the point of view of service users. Transparency in the work of state
administration bodies is relatively rarely cited as an optimal way to improve service quality; it was
mentioned by 17% of people. Quality in this case is more related to functional improvements than

to better transparency.

Figure 41 (E7) In your opinion, what are the ways to improve work quality in state administration bodies?

Multiple answers; Basis: Respondents who believe work quality in state administration bodies can be
improved (74% of target population)

Stricter inner control of state administration
- k4
bodies

Reducing corruption

Securing higher salaries for civil servants and
employees

More precise laws and regulations

Introducing stricter penalties

Simplification of procedures for issuing permits...

More transparent functioning of state
administration bodies

Other | 1%

Doesn't know/Refusal | 1%
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Given that stricter inner control is widely considered as an adequate way of improving service
quality, it is interesting to find out how people perceive state inspection authorities. Results show
that people express mostly positive views about them. Nearly 58% of people think that inspection
authorities mostly or entirely act in accordance with the law and public interest. On the other
hand, nearly one third of people or 32% of them mention these inspection authorities act illegally

and contrary to public interest.

Figure 42 (E8) To what extent do you believe inspection bodies act in accordance with the law and public
interest?

Basis: Total target population

Ertirely in accurdar:ﬁferm;;? the law and public - 10%
hosthy not _ 27%
L

Do not act in accordance with the law and public .
! 2%
interest at all

Don't know/Refusal 10%

At the end of the part of the interview related to the quality of services delivered by state
administration bodies, people were asked about aspects that burden the work of state
administration bodies the most. The biggest proportion of people cited poor work organization
(40%), followed by insufficient funds (30%) and corruption (25%). Other problems are also
observed, but there are fewer consensuses about them as to whether they represent major

obstacles to better functioning of state institutions.
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Figure 43 (E9) In your opinion, which of the following aspects are the main obstacles for better functioning

of the state administration?

Multiple answers; Basis: Total target population

Poor work organisation

Insufficient financial means for realization of
programs

Corruption

Surplus of employees

Inadequate employee education structure

Insufficient work motivation

Political pressure on the state administration
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Insufficient cooperation and coordination
within different sectors
Insufficient cooperation and coordination
between different institutions of the state
administration

Bad management

Shortage of staff

Insufficient implementation of information
technologies in the work processes
Insufficient cooperation and coordination with
NGOs

Don't know /Refusal

40%

30%

25%

20%

19%

19%

19%

16%

15%

14%

—
N
X

14%

Is%

3%

3%

Answers to these questions indicate that in minds of Montenegrin people, compared to other

problems cited, lack of information technologies and lack of cooperation with non-governmental

organizations are not perceived as aspects representing serious obstacles for the functioning of

the state administration; only 3% of respondents mentioned each respectively.




. Survey of the capacity and integrity of the state administration sector in Montenegro

F TRANSPARENCY OF STATE ADMINISTRATION SERVICES AND
ACCESS TO STATE ADMINISTRATION FUNDS

As regards transparency of services delivered by the state administration, more people consider
them non-transparent than transparent. For example, 48% of people hold a view that not all
citizens can gain access to files and documents under the jurisdiction of state administration,
whereas only 24% believe everybody can gain access. Furthermore, 47% of people believe
revenues of state-owned companies are not spent transparently and in accordance with the law,
while 22% believes the opposite. Nearly a quarter of respondents, mostly those with lower

education and lower household incomes, did not make an evaluation.

Figure 44 (F1a) In your opinion, can every citizen gain access to state administration files and documents?

Figure 45 (F2) In your opinion, are revenues of state-owned companies spent transparently and in
accordance with the law?

Basis: Total target population

Yes

ES

Cion't knoey
8%

Don't know
3%

Mo

o 47 %

A5%
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An even higher proportion of respondents (36%) were not able to make evaluations regarding
adoptions of urban plans. Of those who did, a larger proportion believes adoptions of urban plans
were not carried out transparently and in accordance with the law (37%), while a smaller
proportion believes everything was in accordance with the law (27%). The public opinion sees as
quite problematic also the procedure of issuing construction permits. Nearly 8% of people
expressed a radical view that construction permits are never issued according to defined rules
and procedures, and a further 20% that it happens very seldom. The procedure is seen as mostly

legal and clearly defined by 22% of respondents.

Figure 46 (F4) In your opinion, are construction permits issued in accordance with the law and previously
defined procedures?

Basis: Total target population

Never 8%

22%

Rarely

Sum - 30%

Sometimes 21%

Sum + 22%

Often 13%

o

Don't know/Refusal 27%

Always
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As mentioned earlier in chapters regarding overall assessment of work quality in the state
administration, people cite the problem of politicization of state administration. Nearly 59% of
people consider state administration significantly politicized and under the influence of political
parties, while 23% of people would not agree with that mostly or entirely. Views on politicization in
state-owned companies are very similar - 58% of people consider politicization exists in state-

owned companies and 27% it does not.

Figure 47 (F5-F6) In your opinion, how widespread is politicization in state administration and state-owned
companies?

Basis: Total target population

Politicization in state administration
Politicization in state-owned

companies
Entirely under influence of political parties - 14% - 14% ﬁ
Mainly under influence of political parties 45% 44%
Mainly not under influence of political parties - 18% - 21% ﬁ

Entirely independent of political parties . 5%

6%

Don't know/Refusal 18% 16%

B
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G CORRUPTION

Introduction: This chapter is about social and personal dimensions of corruption. Before this set of
questions, corruption was defined to respondents as "every form of abuse of power for personal

or collective gain, either in public or private sector".

Social perspective

Research results show that 11% of Montenegrin people believe corruption is very much
widespread in state administration bodies. Further 31% of people believe corruption is mostly
widespread, and 29% have neutral views about it. On the other side, 20% of people believe
corruption is not present in the state administration at all, or it is mostly not widespread. People
with lower education and lower incomes believe corruption is widespread below average, and

people from the region South it is widespread above average.

Figure 48 (G1) Would you say that corruption in the state administration in Montenegro is...

Basis: Total target population

Mot widespread at all - 9%

M asthy nat widespread 1%

Both widespread and not widespread _ 20%

hl o=t Iyt i espread %
YWary much widespread - 11% ‘
Dant knowRefusal 9%

When spontaneously mentioning reasons for widespread corruption, respondents mentioned

primarily low salaries (26%). Other reasons are less frequently mentioned and include personal
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weakness of employees in the form of lack of morale, greed and personal gains, absence of
sanctions and adequate rules, political influences, flaws in work organization and control, but also
the mentality of people who have certain expectations that treat corruption as an acceptable form

of behaviour.

Figure 49 (G2) In your opinion, what are the main reasons for widespread corruption in state
administration? — ALL GIVEN ANSWERS

Basis: Respondents who believe corruption is at least somewhat widespread in state administration (91%
of target population)

Lowy standard of living, low salaries _ 26%

Lack of maorale, greed, personal gains
and interests - %

Mo sanctions - T %

Disrespect for law, no law - F %

Fuolitics, bad government - 2%

Mentality of people, hahit, lack of
infarmation - 5%

Cwerall situation, economic crisis - 2%

Lack of mativation, neglivence, poar
arganization . 4%

Paverty [ 2

Foor wark control l 3%

Lack of morale . 3%

Acomplish sth more easily I 2%
Family and political connections I 2%
Lnemploy ment I*I%
other 1%

Cont know' Mo answer 28%

Comparing the level of corruption today and three years ago, Montenegrin citizens predominantly

believe corruption is less widespread now (33%) or at the same level as three years ago (34%).
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Nevertheless, 20% of people feel the level of corruption has lately somewhat or significantly
increased.

Figure 50 (G3) Compared to 3 years ago, would you say the level of corruption in the state administration
in has...

Basis: Total target population

Sigrificantly decreased _12%
Somewhat decreased _ 1%
sum + | o
Rernained the same |
sum- | 1

Somewhat increased 14% ‘
Significantly increased _ 6%

Dion't knowdtlo answear 13%

Comparing the level of corruption in Montenegro with the level of corruption in the European
Union, Montenegrin citizens most often say it is more widespread in Montenegro than in the
European Union member states (35%). One in four people (25%) feel the level of corruption to be
the same as in the EU, while 19% feel corruption to be less widespread in Montenegro than in EU

countries.

Figure 51 (G4) In your opinion, how widespread is corruption in Montenegro compared to EU member
states?

Basis: Total target population

Toa much lesser extent than in EU - 7%

To a somewhat lesser extent than in EL _ 11%
surn + | [ 5%

The same asin U [ 25%
sum - [ v

To a somewhat greater extent than in EU 24%
Toa significantly greater extent than in EU _ 1% ‘
Diont knowtlo answer 2%
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Respondents were also asked to assess how corrupted civil servants from different state
administration bodies and positions in hierarchy are. Among the most corrupted civil servants are
customs officers (47%) and their chiefs (44%), doctors (46%) and hospital managers (41%),
police officers (44%) and their chiefs (42%), and others. Civil servants working in the school
system and teachers are less often perceived as corrupted than schoolmasters or university
professors. The same goes for nurses compared to doctors and health care institutions
managers. Among political officials, corruption is more often associated with members of town

and local government than with ministers and their deputies.

Figure 52 (G5) How corrupted are civil servants?

Basis: Total target population

B NOT CORRUPTED (1+2) B CORRUPTED (4+5)
Customs officers 23% N 4 7%
Doctors 23% N R 4 6%
Police officers 25% N 4 4%
Heads-chiefs of customs administration 25% N 4 4%
Chiefs of police 26% N 2%
Hospital managers and directors 27% N 4 1%
Mayors and their deputies 28% NN e 4 0%

Nurses and clerks in hospitals 32% N e 3 7%
University professors 32% N R 37 %
Civil servants in local self-government 28% N e 37 %
Directors of state agencies and institutions 30% N e 35%
Schoolmasters 34% N 2%

Ministers and their deputies 32% N 0%

Directors of independent agencies 33% N 00 %

Clerks at universities and schools 37% Y N 8%

Other civil servants in ministries 35% [ N 06 %

School teachers  40% Y I © 5%

As the most common forms of corruption, people cite employment "through a connection" (55%)
and receiving a small token of gratitude for doing somebody a favour (53%). Sometimes doing a
favour carries an obligation to return a favour, as cited by 48% of people; 46% of them say the
token of gratitude is money, 45% say it is a gift of more significant value, and 38% say it is illegal
commission for the job done. Nearly 35% of people believe employees in state administration
bodies abuse the information they should keep as a professional secret and use it for private

gains.

E
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Figure 53 (G6) How much is each of the following forms of behaviour present in civil servants’ behaviour?

Basis: Total target population

B NOT PRESENT (1+2) B PRESENT (4+5)
Help people close to them get jobs o _ o
regardless of expertise 21% - 5%
Accept smaller tokens of gratitude for doing o o
favours 20% | -
Favour for favour in return - expect or o o
demand a favour in return for a favour done 24% -_48 h
Accept money in return for a favour  24% -_46%
Accept gifts of more significant value in o _ o
return for a favour 2% - 45%
Take percentage of profit gained for the 299, -_38%
favour done
Use professional secrets for personal gains 31% -_ 35%
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Personal perspective

Respondents were asked if they would be ready to give “any sort of bribe, use family and
friendship connections or political party affiliation or do a favour in exchange for a favour in order
to solve a problem more easily or get a specific service” either for themselves or a family member
in several different situations, ranging from medical services and avoiding paying traffic fines to

solving a housing issue.

Results show the majority of Montenegrins are ready to resort to bribery and corruption when it
comes to getting a better medical service. Nearly 55% of people hold this view, indicating radical
attitudes toward social norms in case of poor health. Several other critical life situations are
connected with readiness to give bribes, for example, finding a job, mentioned by 42% of
respondents. To solve a housing problem, another of key issues, 27% of people would be ready
to give bribes or resort to some other form of corruption, and the same proportion of people would
be ready to give bribes in order to avoid traffic fines. Other findings also indicate avoiding paying
traffic fines is a prominent form of corruption, not just in terms of being perceived as such but also
in terms of people’s behaviour. On the other hand, the smallest proportion of people, 11%,
showed readiness to give a bribe or use a connection in order that their child would get a better

rating at school or pass an exam at a university.

As regards how many people personally know or recognize perpetrators of the aforementioned
corruptive acts, the situation is roughly the same as previously described. One in two people say
they know a person who gave bribe money in exchange for better medical services for
himself/herself or somebody close. Nearly 43% of people know a person who gave bribe money
or used a connection in order to secure a job for himself/herself or somebody close. Nearly 37%
of people know a person who bribed police officers or in some other ways avoided paying a traffic

fine.

Respondents’ answers to the question if they personally gave a bribe or engaged in some other
corruptive act always have to be taken with a grain of salt. Their answers do not have to be true
because they may fear for anonymity of their answers and because it is socially desirable to deny
personal involvement in corruptive activities. In other words, an estimate based on survey results

can be to a certain extent an underestimate, yet the deviation of this error can only be speculated.
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Figure 54 (G7) Would you be ready to give any sort of bribe, use family and friendship connections or party
affiliation or do a favour in exchange for a favour in order to solve your problem or a problem of a family
member or obtain a service more easily in one of the following situations

(G8) Do you know personally anyone who gave any sort of bribe, used family and friendship connections or
party affiliation or did a favour in exchange for a favour in order to solve his/her problem or a problem of a
family member or obtain a service more easily in one of the following situations

(G9) Did you personally give any sort of bribe, use family and friendship connections or party affiliation or
do a favour in exchange for a favour in order to solve your problem or a problem of a family member or
obtain a service more easily in one of the following situations

Basis: Total target population

Ready to pay bribe for... Know somebody who gave Personally gave bribe for...
bribe for...
To geta beter medical service [ > I - -
T oay ey
42%
somebody else) ’ _ 43% _ 15%
To avoid paying a et e [N =" I
To solve housing issue || 25% I 25 .
To gain certain rights (for e.g. to
. 20%
have a document issued) _ 0 _ 28% _ 9%
To avoid paying duty at the border [ 1% . .
To win a court dispute [ 4% L Bk e
To secure a better grade - exam - 1%
pass for your chid I - -
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Taking this into consideration, survey results show 28% of people admitting to have resorted to
corruptive activities in order to get better medical services, 16% in order to get a job for
themselves or a close person and 13% in order to avoid paying a traffic fine. Other forms of

corruptive behaviour are less represented.

Perception of own mentality Montenegrin citizens describe in answers to questions how common
their fellow citizens believe it is to make some “additional payments” to civil servants and officials
in state administration bodies and if they know in advance how much money approximately they
would have to pay. One in three people (33%) believe such behaviour is common, and roughly
the same proportion (31%) say the amount of money for such costs is known in advance. In other
words, one-third of people agree that corruption in Montenegro is seen as a phenomenon that
people live with and get by.

Figure 55 (G10) To what extent do you agree with the following statements. Please rate on a scale of 1 to
5, where 1 means you completely disagree and 5 you completely agree.

(G10.1) It is common for people in this country to make “additional payments” to civil servants and officials
in state administration

(G10.2) Montenegrin citizens know in advance how much this “additional payment” to civil servants and
officials in state administration costs

Basis: Total target population

Completely
disagree

12%

14%

Mostly disagree 17% 21%

Sum + 29% 35%

disagree
Mostly agree 21% 20%

C

Completely agree 12%

Don't know - No

6% 7%
answer
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Nearly 21% of people also believe, assessing how widespread corruption was in overall
population, that in the past 12 months it encompasses more than half of population. Amounts of
money exchanged in such transactions vary and range from those relatively small (20-50 euros)

to those over one hundred euros.

Figure 56 (G11) In your opinion, how many citizens of Montenegro who used the services of state
administration, gave bribes to someone from the state administration in the past 12 months?

Figure 57 (G12) And what do you think is the average amount of bribe money people give to civil servants?

Basis: Total target population

FMobody - almost nobody (less - 7o

than 5% Up to 206
very fow people (5%-10%) | EEEERER 2%  0ont | &%
knowd Mo (21 £- 40
stightly over hatr (51%-75%) [T 2% ‘ S
A ot of people (more than 75%) [T Morethan o
1008
Everybody (100%) | 1% 15%
Dot knowd M0 S ngwer 24%

Perception as to the extent to which civil servants and employees use their positions to illegally
offer services is described in respondents’ answers to the following question. Nearly 8% of
respondents believe such illegal activities never happen and 35% believe they happen very
rarely. On the other hand, 29% of people believe they happen very often, and only 3% that they

represent a regular occurrence.
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Figure 58 (G13) In your assessment, how often civil servants offer citizens to perform some service in their
favour in exchange for an illegal payment or other favour?

Basis: Total target population

Surm - 43%

Sum + 32%
Cften 29%

All the time

m-

People often have a perception their fellow citizens accept corruptive offers by civil servants and
employees. Nearly 44% of them say they believe the majority or all citizens will accept such

offers.

Nearly 6% of respondents say they were asked by civil servants and employees to give bribes.
Half of them did not want to specify what type of situation it was, whereas in the case of the other
half bribes were asked in health care institutions and police. The areas of services obtained in
such a way include health care, traffic violations, customs, welfare and other. A proportion of
respondents agreed to give bribes, others refused. Insignificant number of people reported these
cases through official channels. Among the reasons for not reporting, people mention fear of
negative consequences and revenge, fear that their matter in question would never be solved,
lack of trust that any sanctions would be imposed as well as their perception about competent
bodies being corrupted as well. It should be mentioned here that the number of answers was very

small and therefore it is not possible to make reliable generalizations.
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When it comes to offering bribes to civil servants and employees on the part of citizens, 7% of
respondents answered this question affirmatively. Most of them offered bribes in health care
institutions and police in connection with a traffic violation. The vas majority say their offer was
accepted. Again, the number of respondents was very small which makes does not allow for

reliable generalizations and quantification.

As regards obtaining a service through a connection, 13% of respondents answered affirmative.
Health care institutions are the primary place for realizing this type of services, followed by the
police and municipal/local administrative services. The reasons, besides health-related ones,

primarily include issuing various documents and permits.

Respondents also assessed the level of corruption in different sectors and institutions in
Montenegro. They perceive corruption to be most widespread in the police (47%), health care
(46%), customs administration (44%), judiciary (42%) and tax administration (42%). Among
institutions perceived as least corrupted are the President, pension system, welfare system,

education system and the army.

Figure 59 (G29) In your opinion, how widespread is corruption in the following sectors and institutions in
Montenegro?

Basis: Total target population

WHOT CORRUPTED (1+2) B CORREUFTED (4+5)
olice B0 I N, - | | .
Health care 4 J__ﬂr%'jé
_ustoms admny&&gqagn 54@ ?c. | ,gb )
] e
Tax a mmISFEPO o [ £
Froperty administration ?D”u_ Yo
ucation system 589 —_ D/
- FPublic procurements ﬁ':'.:. ] ﬁ
Jomgrr%ment 0 C;vlontene ro b I I ]
tate-owined Compantes gy o
arllament zg_—SfD 5
| 5

elfare wﬁtrr?nm j‘/u
) o -
Presidenfgpmgﬂtgﬁsetgro g% i
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Next, respondents were asked to choose three sectors for which they believe spreading of
corruption would have the biggest negative consequences on the development of Montenegro
society. Judging by their responses, these three sectors are health care (41%), judiciary (39%)
and police (31%).

Persons with no experience with corruption but believing it is present in certain sectors of the
society, form their views mostly on the experience of people they know or meet (30%) or on
media writing (21%). Media writing has somewhat higher influence on the views of older than

middle-aged people do.

As regards corruption related to “higher” social classes and the social elite, 34% of citizens made
no specific assessment. The proportion of citizens who believe such type of corruption exists and
those who believe it does not is roughly the same - 18% and 19% respectively. Citizens who
observed such occurrences mention as examples the Government, ministers and similar highly
ranked political officials, bribery and giving large projects to acquaintances, issuing of
construction permits, irregularities in customs matters and similar illegal and suspicious activities.
The biggest proportion of citizens, 68%, believe such corruptive activities are not reported
because of fear of negative consequences or revenge, fear that their matter would not be solved

or lack of trust in competent bodies to process cases and prosecute officials responsible for them.

Figure 60 (G31) How widespread is corruption among the «higher classes» in Montenegro?

Basis: Total target population

Mot widespread at all [N 5%
M astly nat widespread 1%
sum + [ 17
Both widespread and not widesoread [ N -+
surm - [ 1 G

M ostly widespread 13% ‘
Ve much widespraad - 5%

Dant knowi™o answer 34%
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Figure 61 (G32) To what extent are cases of corruption in the state administration reported?

Basis: Total target population

ot reporied at ot [T = D

Mosthy not reported 45%

i ostly reported 10%

Alwiays reported I 2%

Crant knowdtBo answer 20%

Citizens believe that ensuring security, i.e. protection from possible negative consequences for
reporting corruptive cases to competent authorities would encourage people to report corruption.
While doing so, those who report should be guaranteed anonymity, i.e. their identity should be
kept as strictly confidential. Among other ways to stimulate people to report corruption,
respondents mentioned the need for systematic awareness-raising, stricter regulations, fair
judiciary and public announcements about prosecuted perpetrators, personnel and political

changes and increasing trust in government institutions in general.
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H FIGHT AGAINST CORRUPTION
Efficiency in the fight against corruption

When assessing the efficiency of institutions in the fight against corruption, Montenegrin citizens
on average make no significant distinctions between different institutions with regard to efficiency
in the fight against corruption. Between 21% and 25% of citizens assessed all surveyed
institutions as efficient. A more significant indicator is the number of citizens who see particular
institutions as inefficient in the fight against corruption. Customs Administration heads the list
among such institutions, with 31% of people assessing it as inefficient. It is followed by the Police
Directorate, Property Administration and the Directorate for the Prevention of Money Laundering
and Terrorist Financing, with 27% of people assessing them as inefficient. These institutions, in

the public perception, represent critical points.

Figure 62 (H1) On a scale of 1 to 5, please rate the efficiency of the following institutions in the fight against
corruption?

Basis: Total target population

BINEFFICIENT (1+2) M EFFICIENT (4+5)

Police Directorate 27 % ([ N N 26 %
Directorate for Anti-Corruption Initiative 21% [ DN 25%
State Audit Institution 20% [ N 25%
Ministry of Finance 21% DN 24%
_Commission on the Prevention of Conflicts of Interest 25% I DN 24 %
Directorate for the _IE’er?r\:)er?St;oFr;ncg‘nhéI;r;ey Laundering and 27% _— 24%
Tax Administration 26% [ N 24 %
Customs Administration  31% ([ N 24 %
Property Administration 27 % ([ N 23%
Public Procurement Directorate 26% GGG N 21%
Commission for the Control of Public Procurement 239, _—21 %

Procedures

Citizens with lower education and lower income more often consider these institutions as efficient

in the fight against corruption.
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The best and most effective ways to fight corruption, according to the surveyed citizens, include
increased internal control (12%), stricter rules and sanctions (10%), adequate regulations (9%)
and salary increase for civil servants and employees (10%). Nearly 30% of citizens did not

mention any ways to fight corruption, i.e. do not know which method or action would be the best.

Institutions in charge of the fight against corruption

As regards institutions in charge of the fight against corruption, citizens are best familiar with the
Police Directorate (85%). Other institutions are known to about half of citizens - 57% are familiar
with the Directorate for the Prevention of Money Laundering and Terrorist Financing, 50% with
the Public Procurement Directorate, 49% with the Directorate for Anti-Corruption Initiative, 47%
with the Commission on the Prevention of Conflicts of Interest and 43% with the State Audit

Institution. Nearly 6% of citizens have never heard of any of the institutions from the list.

Figure 63 (H3) Which of these institutions have you heard of?

Multiple answers; Basis: Total target population

Falice Directorate 25%

Directarate for the Prevention of Money

Laundering and Terrorist Financing 7%

Fublic Procurement Directorate al%

Directorate for Anti- Corruption Initiative 49%

Commission on the Prevention of

Conflicts of Interest 47%

State Audit Institution 43%

Hawven't heard of am institutions I A%

Dan't knowd Mo an sweer 2%
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The majority of citizens, nearly half of them, consider the activities of these institutions to be
sufficiently public and transparent. This is somewhat truer for the Police Directorate, although
other institutions do not lag far behind. Between 9% and 11% of citizens consider their activities

to be non-transparent.

Figure 64 (H4) In your opinion, how transparent (public) are activities of each of these institutions in the
fight against corruption?

Basis: Total target population

MPUBLIC (1+2)  ENOT PUBLIC 4+5)

Public Procurement Directorate 49% _- 1%

State Audit Institution  50% [N 1 0%
T i ctrperea 51 I o
e L s S
Police Directorate 60% _- 9%
Directorate for Anti-Corruption Initiative  53% _- 9%
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Police Directorate is slightly more often than other institutions seen as important in the fight
against corruption, i.e. citizens somewhat less often consider its role as merely pro forma. Other
surveyed institutions have a slightly less favourable important-non-important ratio, but it is
nevertheless positive and an indication that citizens consider their existence more than just

figurative. All of these institutions, however, have plenty of room for improvement in this aspect

and activities aimed at raising people’s awareness.

Figure 65 (H5) Do you consider it an important element of the anti-corruption system in Montenegro?

Basis: Total target population

B mpartant

Directorate for Anti-Corruption Initiative

State Audit Institution
Directorate for the Prevention of Money
Laundering and Terrorist Financing
Fublic Procurement Directorate
Commission on the Frevention of
Conflicts of Interest

Folice Directorate

B Don't know

38%

B Fro forma

14%

38%
36%
42%
40% 11%
26%
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Montenegrin citizens are on average more restrained in assessing visible results in the fight
against corruption. A larger proportion of citizens are not aware of any results. The same goes for
activities of the Police Directorate that is not an exception in this regard, although relatively the
highest number of citizens will also say they have noticed concrete results of police activities.
Figure 66 (H6) Are there any visible results of the activities these institutions have undertaken in the fight
against corruption?

Basis: Total target population

misible results WMo visible results EDon't know

Directorate for Anti-Corruption Initiative

_ State Audit Institution
Directorate for the Prevention of Money

Laundering and Terrorist Financing
Fublic Procurement Directorate
Commission on the Prevention of

Conflicts of Interest
Folice Directorate

H7. Citizens are very sceptical in their assessment of the influence of political parties on these
institutions. Only one quarter of citizens consider these institutions politically autonomous,

whereas half of citizens consider them as being under certain political influence.

Figure 67 (H7) Are the following institutions politically autonomous?

Basis: Total target population

WA tonomous from political influence W Folitic ally controlled by parties in power
EDon't know
Directorate for Anti-Carruptian Initiativ e 46%
State Audit Institution 46%
g and Tt Fanting.
Laundering and Terrorist Financing 20%
Fublic Procurerment Directorate 4994
Commission on the Prevention of Conflicts of 519%
Interest
Folice Directorate 52%
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In conclusion, a relatively largest proportion of Montenegrin citizen are aware of the activities of
the Police Directorate in the fight against corruption while awareness of other institutions can be
improved. Police Directorate is slightly more often than other institutions seen as efficient and
important in the fight against corruption, yet citizens are more refrained in their assessment when
it comes to achieving visible results and political autonomy. Citizens have noticed the activities of
these institutions in the fight against corruption, but are sceptical towards them because they see

influence by political parties as an obstacle to a more efficient fight against corruption.
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2 CIVIL SERVANTS
METHODOLOGY

Data were collected using a face-to-face survey on an appropriate sample of civil servants from
various institutions. The sample size is 200 persons. The survey was carried out from June to the
end of July 2010.

The survey was started by sending notification letters to the target institutions, written by the
UNDP Montenegro office and the Directorate for Anti-Corruption Initiative. The institutions were
later contacted by telephone by the Ipsos Puls agency to arrange the time for the interviews. At
the arranged time, the interviewers of the Ipsos Puls agency arrived in the institution's offices and

individually interviewed the civil servants.
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SUMMARY OF FINDINGS

A great majority of the civil servants and employees think that the functioning of state
administration bodies largely or completely meets the requirements of the users. Their opinion
regarding the possibility for the customers to obtain the information and documents related to
their applications to state administration bodies is positive. Two thirds of the respondents think
that citizens can accomplish that easily and without any great difficulties. Those among the
respondents whose institutions have a customer service in place predominantly believe that

citizens easily find their way around during their visits.

The civil servants and employees on average believe that most citizens trust the state
administration. A prevailing opinion is that citizens tend to have more trust in the state

administration body in which they are employed than in the state administration in general.

As regards employment in the civil service, the majority of the employees believe that applicants'
academic qualifications (diplomas) play a crucial role in employment. The civil servants and
employees also consider applicants' experience, previous performance, professional skills and
accountability as important. Opinions differ as to the impact of family and friendship connections,
and every second of the interviewed civil servants and employees deems applicants' party

affiliation to have no significant influence.

In the opinion of the civil servants and employees, applicants' professional skills should be a key
criterion for employment. The majority of the civil servants consider these skills to be more
important than the formal educational degree or previous experience and work results. The

accountability of applicants is very rarely considered as the most important in this respect.

The majority of the employees are of the opinion that an increased and improved job commitment
in state administration is not adequately rewarded by a salary increase in tune with the improved
work performance. Most of them agree that the compensation system currently in place is
unsatisfactory as it results in a decrease of motivation of civil servants and employees. It is their
unanimous opinion that civil servant salaries should be increased, but they disagree as to the

appropriate amount of the increase.
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Every second of the civil servants and employees considers that budget processes within state
administration are transparent and that the related data are public and easily accessible. The
assessment of transparency is even more positive when it comes to the spending of funds within
the state administration institution in which they are employed. The civil servants also believe that
the system of the control of budget spending is generally well functioning. Examples of budget
spending for purposes other than designated include travel expenses, car purchases,
investments into unnecessary equipment, e.g. furniture, and infrastructure building, but also

purposeless employment in state administration bodies.

The civil servants and employees gave a relatively positive general assessment of the work
quality in state administration bodies. On a scale of 1 to 10, where a higher rating represents
better quality, the average rating given was 7.3. A parallel assessment of the work quality in their
institutions is even more favourable. The average rating given was 8.7, due to a marked increase
in the share of those who consider the work quality "extremely high" and gave it the highest
rating. Putting the work quality in state administration bodies into a time perspective, the majority

of the civil servants and employees consider it to have improved over the past three years.

Of the adverse trends in the work of state administration bodies, the most often mentioned were
"a lot of paperwork”, "being sent from pillar to post" and "complicated procedures”. A relatively
significant remark made by the employees was that the rooms and offices in which they work
every day were unpleasant or ugly. However, the share of the employees considering these
negative trends and processes as non-existent in the work of state administration bodies is
higher. The most important ones arise from the suboptimal organisation of formal procedures that

are ultimately inappropriate for the users.

When choosing among the proposed factors the ones representing the greatest impediments to
the work of state administration, most of the civil servants and employees (58% of the
respondents) agreed that the main such factor was insufficient funding available to them for the
implementation of activities within their competence. There is no prevailing agreement about

other factors, and the most often mentioned were "low work motivation" (34%), "poor work
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organisation" (22%), insufficient intra-agency cooperation and coordination (21%) and "lack of
staff" (17%).

Assessing the scale of corruption in Montenegro, the civil servants and employees predominantly
agreed that it was mostly not widely spread. This opinion was expressed by 49% of them, that is,
by every second respondent. The employees perceiving the scale of corruption in state
administration most often mentioned economic factors and lack of motivation as its causes,
adding nepotism, particular interests and internal control weaknesses. Most of the civil servants

and employees are of the opinion that the level of corruption has recently decreased.

In the opinion of the interviewed civil servants and employees, not a large number of Montenegrin
citizens have paid bribes to state administration employees. 32% believe that none or almost
none of them has done that, 22% believe that only a small number of the citizens, approximately
between 5% and 10%, have paid bribes. More drastic estimates are only marginal. Most of the
civil servants and employees hold that state administration employees never or rarely approach
citizens offering to complete a transaction they are interested in, falling within their competence,

in exchange for a bribe.

In response to a direct question about whether they have personally reported a corruption case,
7% of the respondents answered positively. 66% or two thirds of the interviewed civil servants
and employees said that they were ready to report a corruption case should they have any

information in that regard.

Spontaneously indicating the best and most effective ways to fight corruption, the interviewed civil
servants and employees mentioned a wide range of methods and actions, but failed to reach an
agreement on the optimal way of doing it. The proposals included the public condemnation of
offenders, a salary increase for civil servant and employees, improved law enforcement,

increased internal control and better penal policy, citizen education, etc.
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S GENERAL INFORMATION ON THE CIVIL SERVANTS

This survey presents the responses of the civil servants of various characteristics. Their structure

will therefore be first considered.

The survey was carried out in a wide range of state institutions. The civil servants and employees
in the Police Directorate are somewhat more represented in the sample (18%), while the rest are
from the Ministry for European Integration, Ministry of Education and Science, Tax Administration,
Ministry of Agriculture, Forestry and Water Management, Ministry of Labour and Social Welfare,
Ministry for Spatial Planning and Environment, Ministry of Finance, Ministry of Internal Affairs and
Public Administration, Directorate for Anti-Corruption Initiative and Directorate of the Prevention of
Money Laundering and Terrorist Financing.

The average length of employment in state administration of the respondents included in the
survey is 10 years; as expected, 15 years is the average employment length for those over 46

years old and 5 years for those under 30 years old.

Figure 68 (S2) Which state administration body are you currently employed with?
Base: Total target population
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Approximately half of the respondents included in this survey are civil servants (approximately
48%, including customer service officers, accounting for 1% of the total sample), 15% of the
respondents are employees and 10% are inspectors. Staff members, officials and senior
management, as well as several trainees, independent and senior advisors and others are

represented in a smaller number.

Figure 69 (S3) Which position do you hold in state administration?
Base: Total target population.
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Slightly over a half of the interviewed civil servants and employees, about 56% of them, have a
job which involves contacting customers. Most of them contact customers on a daily basis, at

least once, or several times a day, while the rest of them are in contact with customers only

several times a week or more rarely.

Figure 70 (S4) Does your job involve working with customers?

Base: Total target population.

(S5) How often do you have
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A ACCESS TO STATE ADMINISTRATION SERVICES

A great majority of the civil servants and employees, about 80% of them, believe that the
functioning of state administration bodies largely or completely meets the requirements of the
users. A typical response is that the requirements of the users are largely met (563%). Very few of
the civil servants and employees, only 3% of the respondents, are of the opinion that state

administration bodies function in such a way as to fail to meet the needs of the users.

Figure 71 (A3) In your opinion, to what extent does the functioning of state administration bodies meet the
requirements of the service users?

Base: Total target population

Dioes not satisfy at all | 1%
Mostly does not satisfy 2% ‘
Sum- ] 3%
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sun + | -

Mostly satisfies 53%
Fully satisfies [ 27%
Mo answer 4%

Most of the civil servants and employees also expressed a positive opinion as regards the
possibility for the customers to obtain the information and documents related to their applications
to state administration bodies. Two thirds of the respondents think that citizens can accomplish
that easily and without any great difficulties, and one fourth of them state that this involves a
certain degree of difficulty. Approximately every tenth of the civil servants and employees stated
that customers encountered major difficulties when requesting the required information or

documents from state administration bodies.
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Figure 72 (A7) According to your experience, how difficult/easy was it to obtain information/documents
related to your application from the competent state administration bodies and services?

Base: Total target population

very dificutt [l 3%
Difficult % ‘
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Approximately 37% of the interviewed civil servants and employees work in an institution that has
a customer service in place. The prevailing opinion among them is that citizens easily find their
way around when they visit the customer service. However, about 22% of the employees in state
administration bodies having a customer service in place expressed a contrary opinion, stating
that customers encountered some problems finding their way around when seeking assistance

from a customer service in their institution.

Figure 73 (A7a) Does your institution have a customer service in place?

Base: Total target population

(A8) Do you think
customers can orientate
themselves during the
visit? (n=74):
Yes =2 70%
No = 22%
Refuses to answer 2> 8%

About 37% of the interviewed civil servants and employees stated that there was no "one-stop-
shop" in their institution where citizens applying to state administration bodies could finish the

whole business without being "sent from pillar to post".

.80
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B TRUST IN STATE ADMINISTRATION

The civil servants and employees assessed the level of citizen trust in state administration in
general and in the state administration body in which they work in particular. Regarding both
instances, the respondents typically answered that that citizens generally trusted both state

administration in general and the institutions in which they worked.

However, it should be pointed out that the civil servants and employees are slightly more often of
the opinion that the level of citizen trust in the state administration body in which they work is
higher than the level of their trust in state administration in general. About 18% of the respondents
were of the opinion that citizens completely trusted state administration in general, while 33% of

them believed that citizens completely trusted the institution in which they worked.

Figure 74 (B1) In your opinion, what level of trust do citizens have in state administration in general and in
the state administration body in which you work?

Base: Total target population
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Figure 75 (B1) What level of trust do you have in the state administration in general?

Base: Total target population
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C CIVIL SERVANTS AND EMPLOYEES

The civil servants and employees predominantly believe that applicants' academic qualifications
(diplomas) play a crucial role in employment. The civil servants and employees also consider
applicants' experience, previous results, professional skills and accountability as important
employment criteria. Opinions vary as to the impact of applicants' family and friendship
connections. Approximately 34% of the respondents believe that this factor has influence on
employment, and 39% believe that it does not have any influence. As regards applicants' party
affiliation, every second of the interviewed civil servants and employees thinks that this factor has

no significant influence, but every fourth stated that it has some influence.

Figure 76 (C1) In your opinion, what are the criteria for employment in state administration on the national
and local levels in our country? What is the impact of each of these criteria on employment in state
administration in our country?

Base: Total target population

N IMPACT (1+2) W MPACT (4+5)

Applicant's education degree, diploma @59 2% IJ_ 82%
Applicant's experience and previous waork o o
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Applicant's accountahility 14% .J_ 57% @
Applicant's family and friendship connections 39% J- 34%
Applicant's party affiliation | 50% J- 24% D

Asked to choose only one criterion which is most frequently relied on in employment, the majority
of the interviewed civil servants and employees, 33%, opted for applicants' academic
qualifications, 24% opted for family and friendship connections, 20% chose applicants'
professional skills and 13% experience. The accountability of applicants and their party affiliations
are in the opinion of the civil servants and employees not significant selection criteria in

employment.

83.
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In the opinion of the civil servants and employees, professional skills should be a key criterion for
employment. The majority of the civil servants consider these skills to be more important than the
formal educational degree or previous experience and work results. The accountability of

applicants is very rarely considered as the most important in this respect.

Figure 77 (C3) In your opinion, which criterion should be the most important in order for state
administration services to function in the interest of citizens?

Base: Total target population
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When asked to what extent, in their opinion, the activities of the Human Resource Management
Agency contribute to a better functioning of state administration in Montenegro, the majority of the
interviewed civil servants and employees said that these activities mainly (50%) or fully (18%)
contribute to the quality of work of state administration services. In contrast, approximately 14% of
the respondents believe that the activities of the Human Resource Management Agency mainly
do not contribute to a better functioning of the Montenegrin state administration, and 5% think that

these activities do not contribute at all.

Figure 78 (C3b) In your opinion, to what extent do the activities of the Human Resource Management
Agency contribute to a better functioning of state administration in Montenegro?

Base: Total target population
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The majority of the civil servants and employees, 59%, believe that political parties have no
significant influence on the Human Resource Management Agency, that is, that the Agency
operates independently. Approximately 12% of the civil servants and employees disagree with
this statement, and almost 30% of them cannot make an assessment or did not express an

opinion in this respect.
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The maijority of the civil servants and employees consider experience and work results, formal
educational degrees, professional skills and accountability to be the decisive criteria for the
advancement in civil service. Very few of them believe that decisions on the advancement of an
individual in civil service are made without regard to any of these criteria. However, opinions differ
as to applicants' family and friendship connections or party affiliation. 34% of the interviewed civil
servants and employees believe that family and other connections play a role in making a
decision on advancement, whereas 40% are of the contrary opinion. 28% of them believe
applicants' party affiliation to be important, while a much larger percentage, 43%, thinks it is of no

importance.

Figure 79 (C4) In your opinion, what are the criteria for the advancement in state administration on the
national and local levels in our country?

Base: Total target population
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When choosing only one criterion they believe to be the most important for advancement, most of
the civil servants and employees opted for professional skills (24%), experience and work results
(22%) and academic qualifications (19%), but also for family and friendship connections (20%).
The party affiliation criterion was mentioned only by 7% of the respondents, and accountability
only by 5%. In other words, the civil servants and employees on average believe that the political
criterion is of little importance, but they also think that applicants' accountability is rarely

considered when deciding who is to advance in the state administration hierarchy.
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Figure 80 (C5) Which criterion is most often used in our country when it comes to the advancement in state
administration?

Base: Total target population
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When deciding on the criteria that should be decisive for the advancement in civil service, the
majority of the civil servants and employees assigned equal importance to experience and work
results (38%) and professional skills (38%) of applicants. A slightly lesser percentage of them
(15%) opted for academic qualifications as the most important criterion, while the criterion of
family and friendship connections were only marginally mentioned, by 3% of the respondents, and

the criterion related to the accountability of applicants by 3% of them.

Figure 81 (C6) In your opinion, which should be the most important criterion for advancement in order for
state administration services to function in the interest of citizens?

Base: Total target population
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When assessing the management in state administration institutions, the civil servants and
employees on average agreed that it was according to the letter of the law (76%), accountable
(74%), competent (73%), rational, in keeping with the available finances (70%), constantly
focused on service quality improvement (66%), dependent on the feedback received by state
administration bodies from the users (58%) and autonomous (53%). The civil servants and
employees themselves have a positive opinion about the management in state administration
bodies, so that while a small percentage of them (23%) did mention political influence and
favouring the particular interests of individuals and groups, most of them (19%) disagreed with

such views.
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Figure 82 (C7) What is your opinion of the management in state administration institutions? What do you
think of their operations management, resources management, etc?

Base: Total target population
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The majority of the civil servants and employees believe that the decision-making in state
administration bodies is predominantly competent (77%) and accountable, as well as prudent
(63%), timely (62%), transparent towards the employees and users (61%) and autonomous
(60%). Only a small percentage of the civil servants and employees stated that the decision-

making was impulsive (19%) or exposed to political influence (18%).

Figure 83 (C8) What is your opinion of the decision-making in state administration institutions as regards
their functioning?

Base: Total target population

@ Yes B No O Don't know

Professional | 6% I YA/

|
i Accountable | A 17%
} Deliberate, to avoid revoking decisions | 13% VY
| Timely | 18% WAV N
| Transparent to employees and service users | 16% VLY
|

_Autonomous | 17% LS/

- 26% |
20 /o

Rushed |
Politically influenced |

89.



. Survey of the capacity and integrity of the state administration sector in Montenegro

The maijority of the civil servants and employees are of the opinion that the ethical awareness of
the employees of state administration institutions is mostly or very well developed (46%), and only
a slightly smaller percentage of them (41%) stated that there were both conscientious and
unconscientious employees. Only few of the civil servants and employees (about 8%) believe that

the ethical awareness of the employees in state administration institutions is underdeveloped.

Figure 84 (C9) What is your opinion of the awareness of ethical standards among the employees of state
administration institutions?

Base: Total target population
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Every second of the civil servants and employees believes that a breach of ethical principles
results in disciplinary actions and sanctions (50%), whereas a small percentage (4%) claim that
disciplinary actions are taken, but are not followed by any sanctions. An approximate 25% of the
civil servants and employees took a more critical view, stating that disciplinary actions are taken
only partially and that sanctions for offenders are rare, while 10% of them claimed that such

actions were not taken at all in the case of a breach of ethical principles.

Figure 85 (C10) In your opinion, are disciplinary actions and sanctions taken against the employees of
state administration institutions who have committed a breach of ethics?

Base: Total target population
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Approximately every second of the civil servants and employees, 52%, stated that there was no
exact work performance record for each civil servant. In contrast, 32% stated that such a system
existed. An approximate 16% of the respondents were unable to give/ incapable of providing an

assessment.

In the opinion of the majority of the civil servants and employees, (65%), an increased and
improved job commitment in the state administration is not adequately rewarded, that is, does not
result in a salary increase in tune with the increased work performance. In contrast, 20% of the
respondents disagree, claiming that the employees who have increased work performance are

adequately rewarded, by a salary increase for example.
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It is the unanimous opinion of the civil servants and employees that civil servant salaries should
be increased. Over 90% of the respondents are of this opinion, while only 2% stated that the
current salary amount was adequate. The agreement is somewhat lower regarding the adequate
amount of the increase. An equal percentage of them consider the adequate increase to be 30%
relative to the current level, that is, between 30% and 60% or 60% over the current salary

amount.

Figure 86 (C13) In your opinion, is the level of civil servant salaries adequate?

Base: Total target population

DrkX A

7% W
Adeguate

2%

INCREASE BY (n=184):

Up to 30% > 26%
31-60% - 34%
More than 60& - 33%

Should be increased Refuses to answer - 6%
91 %




Survey of the capacity and integrity of the state administration sector in Montenegro .

The majority of the civil servants and employees, 51% of them, consider the compensation
system currently in place to be inadequate, as it results in a decrease of motivation of civil
servants and employees. This opinion is especially prevalent among younger respondents.
Approximately 20% of them believe that the compensation system has no significant influence on
employee motivation, while 22% think that it has a positive influence and results in an increase in

motivation.

The civil servants and employees on average negatively assess the general satisfaction of state
administration employees. About 61% of them believe that civil service employees are not

satisfied, 21% believe that they are satisfied, and about 18% are unable to give an assessment.

Figure 87 (C15) In your opinion, are state administration employees generally satisfied?
Base: Total target population
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D BUDGET SPENDING AND PUBLIC PROCUREMENT

Every second of the civil servants and employees, or 50% of them, believes that budget
processes in the state administration are transparent and that the related data are public and
easily accessible. In contrast, every sixth of the respondents (15%) considers these processes to

be non-transparent, while one third of them (35%) did not respond.

The assessment of the transparency of budget processes is even more positive regarding the
transparency of budget spending in the state administration institution in which the respondents
work. 37% of them consider budget spending to be completely transparent, and 39% believe it is
for the most part transparent, which indicates that approximately three fourths of civil service
employees have no major objections in this regard. Approximately every tenth of the interviewed

civil servants and employees made such objections.

Figure 88 (D2a) With regard to your institution - state administration body, to what extent do you consider
budget spending to be transparent (public)?

Base: Total target population
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The respondents are of a similar opinion when assessing the functioning of the control of budget
spending in the state administration in general. Aimost three fourths of them (72%) believe that it

is mainly or fully functional, while about 7% think that there are some difficulties in its functioning.

Figure 89 (D2c) What is your opinion of the functioning of the control of budget spending in the state
administration in general?

Base: Total target population

Doesn't function at all | 2% M?;N:

Mostly doesn't function 5% ‘
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Meither functions nor doesn't function - 17%
Sum + | 72%

M astly functions 47%
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Most of the interviewed civil servants have a positive opinion of budget spending in accordance
with the established priorities. Three fourths of them believe that budget spending is mainly or
completely in accordance with the priorities, while about 13% of the respondents are of an
opposite opinion. While, generally speaking, the prevailing opinion is positive, there is still room
for improvement, as only a small share of the civil servants (17%) declared that budget spending

was completely in accordance with the priorities.

Figure 90 (D2d) In your opinion, to what extent is budget spending in state administration institutions and
bodies in accordance with the priorities?

Base: Total target population
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Examples of budget spending for purposes other than designated include travel expenses, car
purchases, investments into unnecessary equipment, e.g. furniture, and infrastructure building,
but also purposeless employment in state administration bodies. A few respondents mentioned
the "Natura 2000" project. It should be noted that only a small number of those who believe that
budget spending is not in accordance with the priorities mentioned specific examples, while over

80% of them gave no examples.

About 6% of the civil servants and employees think that opportunities for abuse are created often
or all the time. Every fourth of the respondents (24%) believes that such opportunities are
sometimes created, 38% believe that they are created rarely and 20% that they are never
created. In other words, almost one third of the respondents believe that opportunities for abuse
are created at least sometimes in the discharge of duties, mostly due to the organisation of work
and procedures. Examples include abuse of office, procedural non-compliance, lack of control,
the activities related to travel and working group organisation, the overly centralised system and
non-transparency. The maijority of those who believe that abuse is possible, about three fourths of

them, failed to mention a specific example.

Figure 91 (D2f) To what extent do you consider the work organisation or procedures in state administration
institutions-bodies to be conducive to abuse?

Base: Total target population
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To conclude, the interviewed civil servants and employees described the public procurement
process giving responses that for the most part reflected positive opinions. This process is
considered to be legal (73%), carried out according to objective criteria (67%), transparent (66%),
fair (66%), in line with public interests (64%) and impartial (60%). Only a minority of them, about
27% of the respondents, agree with the statement that the public procurement process is carried
out according to party interests, while 40% of them mainly or predominantly disagree with this
statement.

Figure 92 (D3) In your opinion, to what extent is the public procurement process carried out in one of the
following ways?

Base: Total target population

WHNOT AT ALL (1+2) MSUFFICIENTLY (4+5)

Legal 1o [ 7 3%
According to objective criteria sl 6T%
Transparent 3%E Be%
Fair S W 66%
In line with public interests SECY [
impartia oo I 60%
Accarding to party interests 40% [ NEGGT 0 27%
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E SERVICE QUALITY IN STATE ADMINISTRATION

E1. The civil servants and employees give a positive assessment of the work of state
administration bodies in general. On a scale of 1 to 10, where a higher rating represents better
quality, the average rating is 7.3. According to the survey findings, 9% gave the highest rating,
considering the quality to be "extremely high", while the largest share of the respondents opted
for a good rating of "8". There are fewer of those who have a generally critical opinion of the work
of state government bodies. A rating of "5" or lower was given by a total of 16% of the interviewed

civil servants and government employees.

Figure 93 (E1) What is your general assessment of the work quality of state administration and all its
institutions?

Base: Total target population

Extremely poor quality 0% le;/:N:

2 1% y
3 2%
41 3% [ -
5 12%

Surr - N 16%

Surm + -
6 10%
7 13%
5 79%
4 18%

Extrermely high qualite [N 9%
Ciont ko F %

A parallel assessment of the work quality in their institutions is even more favourable. The
average quality rating given was 8.7, due to a marked increase in the share of those who
consider the work quality "extremely high" and gave it the highest rating (42%). In contrast, about
5% of the self-critical ones assigned a rating of "5" or lower. These findings show that the civil
servants consider the quality of work to be slightly lower when taking into account the overall

state administration system than when considering the institution in which they are employed.
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Figure 94 (E1a) What is your general assessment of the work quality of the body or institution in which you
are employed?

Base: Total target population

Extremely poor quality 0% Miﬁ_}N:
0%
1%
0% g
4%
Sum- Ml 5%
sum + | o
5 [ 5%
TLT%
3 I 20
g 0%
Extremely high quality [ 42%

Cromt ko 3%

[y B A S R O

Putting the work quality in state administration bodies into a time perspective, the majority of the
civil servants and employees (70%) consider it to have improved over the previous three years.
About 16% of them believe that the quality level has remained the same, and only 4% believe that
it has deteriorated in the mentioned period.

Figure 95 (E2) In your opinion, has the service quality in state administration improved, deteriorated, or has
it remained unchanged, over the last three years?

Base: Total target population

Dan't know - Mo
answer
10%

Femained the same
16%
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Of the adverse trends in the work of state administration bodies, the most often mentioned is "a
lot of paperwork" (39%). Also mentioned are two similar characteristics related to the organisation
of the procedures: "being sent from pillar to post" (27%) and "complicated procedures (non-
transparency)" (21%). 20% of the employees, or every fifth of them, remarked that the rooms and

offices in which they worked every day were unpleasant or ugly.

Figure 96 (E3) In your opinion, to what extent do the following trends exist in the work of the state
administration in general?

Base: Total target population

DOMNT BEXIST (142) WEXIST (4+8)
Too much papernork 3% I -
Corstarty sending pecple from pillar to post 37 % | I -7 %
Complicated procedures (non-trarsparent) A7 % (I 2 %
Unplessart and ugly rooms and offices 48 % (I 20
Denial of accesstoall relevert files B0% (1 4%
Lack of online serices 65 % [ 1 =%
Poiticdl dependsnce 59% [ RS
Inconsistert implemertation of the law- notthe seme for all people B3% (I 119
Poce pHce-ouality ration 55 % (I 1 0%
Lack of promptress - soveand ineficient ssrice 53% (S %
Civil servants' poor trestment of ctizens B7 % | EEA
Cerruption GE % (S
Incompetert and unprofessional st 59% [ 74

However, the share of the employees believing these negative trends processes as non-existent
in the work of state administration bodies is higher. On average, the smallest number of them
agree that customers receive poor treatment from civil servants (67% disagree), that corruption is
present (66% disagree), or that laws are enforced inconsistently or not equally against all citizens
(63% disagree).

When choosing only three problems they consider the most important, the interviewed civil
servants and employees again emphasised those relating to the difficulties arising from the
suboptimal organisation of formal procedures which are ultimately inappropriate for the users. "A
lot of paperwork" is again mentioned as the most important problem by 44% of the respondents,
followed by "being sent from pillar to post", mentioned by 34% of the respondents, and
"complicated procedures", mentioned by 33% of them. A relatively large share of the respondents
(28%) mentioned slow procedures, that is, slow and inefficient service, as well as "incompetent

and unprofessional staff" (20%).
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Figure 97 (E5) Please read the list carefully and choose the three problems you consider to be the most
important in those institutions and bodies.

Multiple replies; Base: Total target population

44%

Too much paperwork

Constantyl sending people from pillar
4%
to post
Complicated procedures {non-
33%
transparent)

Lack of promptness - slow and

inefficiant service 28%

Incormpetent and unprofessional staff 20%

Lnpleasant and ualy rooms and offices - 16%
Foltical dependance - 11%
Lack of online services - 9%

Civil servants' pooar treatrment of
citizens - %

Caorruption - 3%

Inconsistent implementation of the law
- not the same for all people - %

Denial of access to all relevant files l 4%,
Foor price-guality ration I 3%
Other, specify |1%
Dont kKnow 12%

M0 answer 4%
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After they have analysed various problems and difficulties, the respondents were asked if they, as
state administration employees, believed that the work of these bodies could be significantly
improved or not. A large majority of the respondents, 84% of them, replied positively, whereas
about 11% of them, or every tenth respondent, said that they were more sceptical and that
significant improvements could not be made.

When choosing among the several proposed ways to improve the work of state administration,
the employees (71%) most often opted for a salary increase; it should be taken into account,
however, that there is subjectivity in that reply. The other often-mentioned ways were very varied,
including the simplification of procedures for the customers who apply to the state administration
for documents, permits, certificates, etc. (48%), a more precise legal regulation of the scope of
activities and period for their execution (28%) and stricter internal control (26%). On the other
hand, the respondents on average consider work transparency, the introduction of stricter penal
measures and reduction of corruption among civil servants and employees as having a lower

priority than the previously mentioned measures.

Figure 98 (E8) In your opinion, what is the best way to improve the work quality of state administration
bodies?

Multiple replies; Base: Those considering that the work of state administration bodies can be improved
(84% of the target population)

Salary increase 1%

Simplification of procedures for

izzuing documerts 48%

M are precize legal regulations 38%

Stricter internal control I6%

Wi ork transparency 20%

Introduction of stricter penal - 17,
measures

Reduction of corruption . 12%

Other W 2%

DhMA 1%
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A large majority of the civil servants and employees believe that the work of inspection authorities
is in compliance with law and in the public interest. More precisely, 56% of them mainly agreed
and 31% fully agreed with this. A considerably smaller percentage, about 11% of the employees,
stated that they had some doubts regarding the legality of work and compliance with the public

interest of the state inspection authorities.

Figure 99 (E9) In your opinion, to what extent is the work of state inspection authorities in compliance with
law and the public interest?

Base: Total target population

Fully in compliance with the law and - 219%
public interests

M ostly ves 6%

Surmn - .11%

b st not 10% ‘

Mot at all in compliance with the law I 25
and public interests

DRiMA | 3%

When choosing among the proposed factors the ones representing the greatest impediments to
the work of the state administration, most civil servants and employees (58% of the respondents)
agreed that the main such factor was insufficient funding available to them for the implementation
of activities within their competence. There is no prevailing agreement on other factors, and the
most often mentioned were "low work motivation" (34%), "poor work organisation" (22%),

insufficient intra-agency cooperation (21%) and "lack of staff" (17%).
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Approximately between two thirds and three fourths of the civil servants and employees agreed
that there was a mode of cooperation and exchange of information between the body they were
employed with and other state administration bodies. There are certain differences, depending on
the area of cooperation. Specifically, 77% of the respondents think that such a mode of
cooperation exists in strategy creation, 74% claim that it exists in operational activities and 72%
believe that it exists in the realisation of programmes. Slightly fewer of them believe that it exists
in the sectoral policy making (66%) and budget planning (63%, with a considerable percentage of

those who did not respond to this question (about 26%)).

There are fewer positive replies regarding the existence of cooperation and exchange of
information between state administration bodies and the NGO sector, and the share of the
respondents unable to give an assessment of this area was higher. However, such cooperation is
believed to exist primarily in strategy creation and the realisation of programmes, existing in the

smallest degree in planning the state administration budget.

There are even fewer positive responses regarding the existence of such cooperation with the
corporate sector, and the number of those who refrained from offering an assessment increased.
However, slightly over a half of the employees believe that there is such cooperation with the
corporate sector. Budget and sectoral policy planning were again mentioned as the areas in

which such cooperation mode is believed to exist in a smaller degree.

Figure 100 (E11) Is there a mode of cooperation and exchange of information between your institution and
other state administration institutions/bodies (a), between your institution, a state administration body and
the NGO sector (b) and between your institution, a state administration body and the corporate sector (c)?
— Replys with "YES"

Base: Total target population

El1a E11b Et1c

In strategy
design

58%

69%

In sectoral
policy making

planning

54% 50%

45% 46%
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The majority of the civil servants and employees do not consider the separation and isolation of
the bodies within the institution they are employed with to exist as a problem 68% of them are of
such opinion, while 16% have an opposite opinion, the percentage of those who did not provide

an assessment being the same.
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F TRANSPARENCY OF SERVICES IN STATE ADMINISTRATION AND
ACCESS TO STATE ADMINISTRATION FUNDS

In the opinion of every second of the civil servants and employees (52%) citizens can upon
request obtain the files and documents kept by state administration bodies. However, almost one

fourth of them said that citizens were unable to do that.

The respondents were asked whether the funds in public corporations are spent in a transparent
manner and in compliance with law; however, the majority of them - almost every second
respondent - gave no response to this question. The percentage of those, among the remaining
respondents, who believe that the operation of public corporations is transparent and legal is

higher (33%) than the percentage of those who believe the opposite (16%).

The majority of the interviewed civil servants and employees believe that politicization does not
exist at all (31%) or mostly (22%). About 18% of them think that such trends are mainly present,
and only 3% that they are fully present. In assessing politicization in their own institutions, the
employees stated that it existed even less. Almost every second of them holds that politicization

does not exist at all in the institution in which he/she is employed.

Figure 101 (F5a) In your opinion, what is the extent of politicization in state administration?

Base: Total target population

Completely under political influence I 3%

M osthy under palitical influence 18% ‘

surn - | 1%
Sum + [ 52

M ostly nat under palitical influence 22%
Completely independert of political

paries
Dk 21%
[, T%
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Those who believe that politicization exists in their institutions, about 11% of all the interviewed
civil servants and employees, mentioned staff-related irregularities in connection with party
affiliation and corruption in the judicial system as some instances of it. Most did not give a specific

example of politicization in response to this question.
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G CORRUPTION

In assessing the scale of corruption in Montenegro, most of the civil servants and employees
(49%, every second respondent) agreed that it was mostly not widespread. Almost one third are
indecisive as to the scale of corruption, while only 9% of them believe that it is mostly or very
much widespread in state administration bodies. The civil servants and employees with a medium
education level as a rule tend to believe that corruption is not widespread in state administration

bodes in Montenegro, but those with a higher education level believe that its is.

Figure 102 (G1) in your opinion, is corruption widespread in the state administration in Montenegro?

Base: Total target population

Mot widespread at all [ 245

M astly not widespread 25%

sum + | 4o
Both widespread and not [ G4
Sum- [ 9%

M astly widespread 5% ‘

Wary much widespread . 4%
Dk 7%
[8, 3%

The civil servants and employees noting the corruption in the state administration as widespread
most often mentioned economic factors as its causes (low salaries and income, poor living
standards and uncertain economic conditions) and lack of motivation, adding nepotism, particular
interests and internal control weaknesses. The majority of the civil servants and employees,

almost two thirds of them, failed to provide a specific cause for the corruption being widespread.
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Most of the civil servants and employees consider the corruption level to have recently
decreased. About 25% of them think that it has considerably decreased and 32% that it has
decreased at least to some extent. Approximately 4%, however, declared that the corruption level
increased, 20% see no major changes, considering the corruption level to have stayed more or

less the same as three years ago.
Figure 103 (G3) In your opinion, has the level of corruption in the state administration in Montenegro
changed relative to the past 3 years?

Base: Total target population

considerably decreased _ 25%
decreased to extent _ 32%
R 56
remained the same _ 20%
Ssum - [l 4%

increased to extent 3% ‘

considerably increased I 1%

Sum +

DK 18%

NA 4%

In response to the question about the various forms of corruption in the state institutions in
Montenegro, the majority of the civil servants and employees said that none of the proposed
forms existed in a significant degree. Some of the more prominent forms include employment
regardless of applicants' professional qualifications (16%), accepting small gifts (14%), and
expecting "return favours" (14%).

Figure 104 (G6) In your opinion, to what extent does each of the following forms behaviour exist in state
administration institutions and bodies in Montenegro?

Base: Total target population

FDOESNT EXIST (1+42) WEXISTS (4+5)
Employment of people they know regardless of a — 0
applicants' professional gualfications 48% - 18%
Accepting small gifts in return far a favour 4% —- 14%
Favour for a favour - expect or dermand Tavour in return 0 _ 0
for afavour 49% -14!0
Accept rmoney in return for a favour SEw% T e
Accept gifts of significant value in return far a favour 55% _-8%
Accept & commission from a profit in return for a favour 52% _-B%
Use profesional secrets far personal gains 4% _. 2%
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In the opinion of the interviewed civil servants and employees, not a large number of Montenegrin
citizens have paid bribes to state administration employees. About 32% of them believe that none
or almost none of them has done that, 22% believe only a small number of the citizens,
approximately between 5% and 10%, have paid bribes. More drastic estimates are only marginal.
Most of the civil servants and employees (40%) did not provide an assessment of the inclination

towards corruption of their fellow citizens.

The respondents provided varied assessments of the amounts of money given, so that no

generalisation is possible as it would not adequately reflect the given responses.

Most of the civil servants and employees hold that state administration employees never (31%) or
rarely (27%) approach citizens offering to complete a transaction they are interested in, falling
within their competence, in exchange for an illicit compensation or related arrangement. Only 6%
of the civil servants and employees believe that this happens often, and 37% did not respond to

this question.

Figure 105 (G13) According to your assessment, how often do state administration employees approach
citizens offering to complete a transaction they are interested in exchange for illicit compensation or related
arrangement?

Base: Total target population

Rarely 27T%

Surm - . %
Often 6% ‘

Abveay s

Dkrma, 7%
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About 18% of the interviewed civil servants and employees believe that, in such situations, when
citizens are invited by civil servants and employees to pay a bribe, citizens will often or always
accept such offers. About 23% of them believe that citizens will mostly refuse such offers. A large
number of the respondents, 52% or every second of them, did not want to respond to this

question.

When speaking of the scale of corruption at higher levels, most of the civil servants and
employees refrained from expressing an opinion (about 36%). Those who expressed their opinion
predominantly believe that such form of corruption is not widespread (38%), while 10% believe
that it is. Among the rare specific examples mentioned were possible irregularities relating to
tenders.

Figure 106 (G31) In your opinion, to what extent is the "higher level" corruption present in Montenegro?

Base: Total target population

Not widespread at all 24%

Mostly widespread 14%

Sum + 38%

Both widespread and not 18%

Sum - 10%

Mostly widespread 8%
Very much widespread . 3%
DK 30%

NA 6%
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A large number of the civil servants and employees believe that the cases of corruption in the
state administration are generally not reported or not reported at all (41%). As the reasons for this
most of them mentioned fear of adverse consequences or retaliation, and fear that they would not
complete their business. In contrast, 26% of the employees think that such cases are mostly

reported. Almost one third of the respondents (29%) did not respond to this question.

Figure 107 (G32) To what extent are the cases of corruption in state administration reported?

Base: Total target population
Not reported at all - 9% ‘

Mostly not reported 32%

Sum - 41%

Mostly reported 15%
Always reported - 11%
DK 29%

NA 5%

The civil servants and employees believe that they themselves and citizens would be encouraged
to report corruption primarily by ensuring the anonymity, discretion and secrecy of the act, then by
rewards and incentives, legal and regulatory protection, raising citizen awareness in general, a

general improvement in the functioning of the judicial system and the rule of law, etc.

In response to a direct question about whether they have personally reported a corruption case,
7% of the respondents answered positively. 66% or two thirds of the interviewed civil servants
and employees said that they were ready to report a corruption case should they have any
information in that regard. They would do that primarily out of moral obligation, conscience, the
need to act properly and fulfil their civil duty. They also mentioned professional and legal
obligations and other factors.
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A small number of the civil servants and employees think that the conflict of interest exists in a
larger degree than other forms of corruption (6%), 41% believe that it does exist, but not in such a

degree as other forms of corruption, and 35% think that it exists only in a minor degree.

When considering various ways to prevent the conflict of interest, including preventive actions,
reliable and timely discovery of the conflict, legal actions and imposing adequate and effective

sanctions, most of the respondents expressed an equal level of possibility.

Figure 108 (G37) What are the practical possibilities for the prevention of the conflict of interest?
Base: Total target population

= SMALL POSSIBILITIES (1+2)  WBIG POSSIBILITIES (4+5)

Legal actions in cases of conflict of interest 8% ._ 50%
Imposing adequate and effective sanctions 10% -_-49%
Preventiv e actions for canflicts of interests 12% -_‘49%
Reliable and tim el?rnféf‘;:ztv ery of conflicts of 8% ._ 48%,
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H FIGHT AGAINST CORRUPTION

When assessing the efficiency of some institutions in the fight against corruption, the majority of
the civil servants and employees agreed on the efficiency of the Directorate for Anti-Corruption
Initiative (54%), Tax Administration (53%), Police Directorate (53%) and the Directorate for the
Prevention of Money Laundering and Terrorist Financing (52%). There was les agreement on the
efficiency of the Public Procurement Directorate (46%), Customs Administration (46%),

Commission for the Prevention of Conflicts of Interest (44%) and Property Administration (41%).

Figure 109 (H1) On a scale of 1 to 5, please rate the efficiency of the following institutions in the fight
against corruption.

Base: Total target population

# NEUSPJESNO (1+2) % EFFECTIVE (4+5)

Directorate for Anti-Corruption Initiative 8% . |54%
Tax Administration 6% MM 153%
. Police Dir?ctorate 8% - 53%
Directorate for the Prevention of Money o
. - . 528
Laundering and Terrorist Financing 10% 152%
State Audit Institution 8% M 49%
Commission for the Control of Public o
a4
Procurement Procedures 8% |48%
Public Procurement Directorate  11% [N D 1 46 %
Customs Administration  10% I 146 %
Commission on the Prevention of Conflicts of 13% | [ 44%

Interest
Property Administration 11% D1 41%

Spontaneously indicating the best and most effective ways to fight corruption, the interviewed civil
servants and employees mentioned a wide range of methods and actions, but failed to reach an
agreement on the optimal way of doing it. The proposals included the public condemnation of
offenders, a salary increase for civil servants and employees, improved law enforcement,

increased internal control and better penal policy, citizen education, etc.

The civil servants and employees are familiar with all the institutions mentioned in the survey that
are involved in anti-corruption activities. About two thirds of them consider the activities of these

institutions to be mostly or completely public and transparent. The interviewed civil servants and
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employees, on average, consider all these institutions as important, assigning the largest
importance to the Police Directorate, Directorate for the Prevention of Money Laundering and
Terrorist Financing and Directorate for Anti-Corruption Initiative. They are also aware of the
results of their activities, primarily those of the Police Directorate and Directorate for Anti-
Corruption Initiative, although a considerable number of the respondents refrained from
responding to this question. Even more of them refrained from responding to the question about

the assessment of the political autonomy of these institutions.

Figure 110 (H3) Which of these institutions have you heard of?

Multiple replies; Base: Total target population

Public Procurement Directorate _ 99%
Directorate for the Prevention of Money Laundering
- . 97%
and Terrorist Financing
Commission on the Prevention of Conflicts of
95%
Interest

DK/NA 1%

115 .



. Survey of the capacity and integrity of the state administration sector in Montenegro

Figure 111 (H4) In your opinion, how transparent (public) are activities of each of these institutions in the
fight against corruption?

BFPUBLIC {(1+24)- BrHOT PUBLIC (4+5)
Directorate for the Prevention of Maney a _ a
Laundering and Terrorist Financing 60% - 13%
Palice Directaorate  65% _- 11%
Public Procurement Directorate B0% _- 10%
Commission on the Prevention of Conflicts of a _ a

AR 6% o
Directarate for Anti-Corruption Initiative  B6% _. 5%
state Audit nstiution 3% ([

When assessing the cooperation between the public sector and nongovernmental organisations
in the fight against corruption, the civil servants and employees tend to believe that it is good or
average, rather than expressing a negative opinion saying that it is poor. About 34% consider the
cooperation to be successful, 38% believe that it is equally successful and unsuccessful, while

about 13% state that it is unsuccessful.

Figure 112 (H21) How would you assess the cooperation between the public sector and the NGOs in the
fight against corruption in the state administration?

Base: Total target population

completely ineffective . 3%

ineffective 10% ‘

sun - | 13%
sum -+ [ 34%

highly effective [ 10%

dan't knowe 16%
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When assessing the cooperation between the public sector and the media in the fight against
corruption, the respondents' responses were approximately equal to the previously stated
assessment of the cooperation with the NGO. About 36% of the respondents think it is
successful, 36% believe that it is equally successful and unsuccessful, and 15% think that it is

unsuccessful.

Figure 113 (H23) How would you asses the cooperation between the state administration and the media in
the fight against corruption in the state administration?

Base: Total target population

completely . o
ineffective 3% ‘

ineffective 12%

Sum - 15%

both effective and

0,
ineffective 36%

Sum + 36%
25%

11%

14%

effective

highly effective

don't know

117 .



. Survey of the capacity and integrity of the state administration sector in Montenegro

3 NON-GOVERNMENTAL ORGANIZATIONS
METHODOLOGY

Altogether 42 representatives of different non-governmental organizations participated in the

survey. The survey was carried out from June to end of July 2010.
Data were collected using face-to-face interviews.
Prior to face-to-face interviews, non-governmental institutions were contacted by telephone by the

Ipsos Puls agency to arrange the time for the interviews. At the arranged time, the interviewers of

the Ipsos Puls agency carried face-to-face interviews with respondents.
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SUMMARY OF FINDINGS

One in two NGOs participating in the survey used services of a state administration body in the
past 12 months, most often because of administrative and operational needs of the NGO, but also

through cooperation with state administration bodies on various projects and investments.

State administration bodies and their employees were mostly available to NGO representatives
when they needed their services, although more than just few hold the opinion that state

administration bodies and their employees are “somewhat difficult” to get to.

As regards trust, NGO representatives expressed moderate trust in the state administration as a
whole. The average rating given was 3.3, which is very similar to the average rating given by
other citizens. When assessing basic pillars of government, NGO representatives showed
relatively more trust in the Government and President than in the Parliament of Montenegro or the
judiciary. Of other institutions, relatively more trust was shown in the education system, state-
owned companies, health care, police and Tax administration, and relatively less trust in the

army, pension and welfare system and the Customs directorate.

As regards employment in the civil service, NGO representatives say family and friendship
connections and the formal educational degree play a role in getting a job, as well as political
influence, whereas their criteria include primarily expertise, experience and previous
performance. Advancement in the civil service again depends primarily on family and friendship
connections of civil servants and employees. NGO representatives have different expectations.
They would like to see a system of advancement in the workplace based primarily on applicant’s

experience, previous work performance and professional skills.

When assessing the management of state administration bodies, NGO representatives agree that
management is professional, but to a certain extent under political influence or particular
individual interests instead of public interest. The smallest number of NGO representatives
believes state administration bodies are managed rationally in line with available financial

resources and based on user feedback.
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A large number of NGO representatives have positive views about the decision-making process
within state administration bodies, seeing it as professional, autonomous, accountable and timely,
but here again political influence is mentioned as a negative side to it. Lack of transparency and

accountability are most often mentioned as the negative sides to it.

Very few NGO representatives think that, in case of breach of ethical principles by state
administration employees, adequate disciplinary actions are taken and sanctions imposed. They
tend to believe that while disciplinary actions may be taken, they are not followed by serious

sanctions, or that they are taken only partially.

Transparency of budget spending in state administration bodies is assessed as mostly moderate,
with a roughly equal proportion of NGO representatives who consider budget spending
transparent and those who think otherwise. As regards the system of controls of budget spending,
NGO representatives mostly give it a neutral ranking or believe it is well functioning. The
prevailing view is that budgeted financial means are spent through state administration bodies
mostly in line with priorities, with some of rare complaints being that some means should be re-

directed toward NGOs, citizens in need and similar.

Commenting on the process of allocating financial means to NGOs via state administration
institutions, NGO representatives largely agree it is in line with the law, but a significant number of

them will also mention that this process is biased or in line with party interests.

Assessing the work quality in state administration bodies and institutions on a scale of 1 to 10,
where a higher rating represents better quality, NGO representatives gave the average rating of
6.1. The majority of them consider the work quality to have improved over the past three years,

although some also consider it to have remained on the same level.

NGO representatives believe the work quality in state administration bodies can be significantly
improved, first by adopting more detailed regulations, increasing internal controls and ensuring
higher salaries for civil servants and employees. In their opinion, factors representing the greatest
impediments to the work of state administration are insufficient funds and poor work organization,

as well as insufficient intra-agency cooperation and corruption.
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NGO representatives consider current laws and regulations provide positive conditions for the
development of the non-governmental sector, at the same time remarking that not all NGOs are

treated the same, i.e. that the same rules do not apply to all.

Assessing the level of cooperation between state administration institutions and non-
governmental organizations on a 5-point scale, NGO representatives on average gave it a rating
of 3.3., saying this cooperation is on a moderate or moderately good level. Financial problems are

the most often cited problem in this cooperation.

NGO representatives are aware of corruption in state administration bodies, but predominantly
consider it moderately widespread. Comparing the level of corruption now and three years ago, a
large majority of NGO representatives are of opinion that the level of corruption has somewhat

decreased, but the overall level of corruption is slightly higher than in the EU member states.

Only a smaller proportion of NGO representatives have personally reported a corruption case,
with nearly two thirds mentioning they were ready to report a corruption case should they have
any information about it. The majority say they would do it because of ethical reasons and feeling

of duty.

The interviewed NGO representatives most often give neutral rating to the efficiency of state
institutions in the fight against corruption, with more representatives giving moderately positive
ratings than those who believe the fight against corruption in state administration institutions is
inefficient. The best and most effective ways to fight corruption in the state administration, as
seen by NGO representatives, are improved law enforcement, increased internal control and

higher penalties as well as public condemnation of offenders.

NGO representatives are largely familiar with the institutions in charge of the fight against
corruption. They consider their activities transparent, primarily the activities of the Police
Directorate that is considered the most important factor in the fight against corruption, although

the importance of other institutions is also recognized. However, NGO representatives are divided
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in their views as to whether institutions in charge of the fight against corruption are autonomous in

their activities or under political influence.

Assessing overall anti-corruption activities of the NGO sector in Montenegro targeted at the state
administration, NGO representatives mostly gave it a neutral ranking. Assessing the cooperation
between the NGO and the public sector in the fight against corruption, NGO representatives are
restrained giving it a neutral or moderately negative ranking. NGOs cooperation with the media

regarding the fight against corruption was assessed as only slightly better.
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S GENERAL INFORMATION ON NGOs AND CONDITIONS FOR THEIR
ACTIVITIES

The majority of NGO representatives participating in this survey were at the head of their
organization, acting as presidents or directors of their respective organization. The majority of
these non-governmental organizations are active in the fields of humanitarian aid and health care,

human rights protection, youth issues, education, research and community building.

Figure 114 (S2) What is your position in the organization?

Basis: Total target population

N%

president

director 2%

coordinator 12%

memhber of management board 10%

founder 10%

7%

manager

chief executive officer 2%

promaoter . 2%

project assistant . 2%

123 .



. Survey of the capacity and integrity of the state administration sector in Montenegro

Figure 115 (S3) What are the fields of your organization’s activities?

Multiple answers; Basis: Total target population

Hurmanitarian aid, welfare, health care
Hurman rights protection

Youth, students

Education and R&D

Local community building

Roma people

Children's rights

WWomen's rights

Ecology, enviranmental protection
Frotection of minarity rights

Refugees and displaced persans

Ledislation, representation and pukblic
policies
Business and professional associations

LGEBT (zexual minorities)
Fight apainst corruption
Economic capacity huilding
Culture and art

State administration reform

Feace-huilding

Cther
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A ACCESS TO STATE ADMINISTRATION SERVICES

Nearly one in two NGO representatives or 55% of them cite their organization used the services
of state administration bodies in the past 12 months. The most frequent reasons for contact with
state administration bodies were issuing documents and permits related to the organization’s
various administrative and operational needs, including work and education as well as concrete
cooperation with the state administration bodies on specific projects and investments. Most often,
their contact was with municipal administration bodies followed by the Ministry of Labour, courts,

welfare services, Ministry of Education and other institutions.

Figure 116 (A1) In the past 12 months, did you use services of any of the following state administration
bodies?

Basis: Total target population

o
45%
Yes
59%

125 .



. Survey of the capacity and integrity of the state administration sector in Montenegro

Figure 117 (A2) What were the most frequent reasons for visiting state administration bodies in the past 12

months?

Multiple answers; Basis: People who used state administration services (55% of target population)

Issuing of documents in general
Cooperation (not specified)

Realzation of a project, imvestment

Fermits fwork permit, driving licence, automobile
registration card)
Education, studying
Fegulation of employiment status (registration of
Bmploy eRS, iNSUrance
|ssuing of cedificates (not specified)

Administrative needs (not specified)
Faving hills

Establizhing of a company or arganization

I, coc
I oco
I
I

o

I

o

—

B

;e

Figure 118 (A2) Which state administration body did you go to?

Multiple answers; Basis: People who used state administration services (55% of target population)

Municipal Councl | GG
miristry of Labour [ ::-
Cout | 7
weltare [T -
Ministry of Education (| T -

Ta Adrrinistration  [||HTHI 2+
Ministry of Health [T 2%
Miristry of Interior Affairs [T 2%
ministry of Finance [N 2%

Faculty - 4%
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The interview continued with the assessment of the work quality of state administration bodies
NGO representatives are not unanimous as to whether state administration bodies satisfy users’

needs. The proportion of representatives who think they satisfy users’ needs, those who have a

neutral view and those who think they do not satisfy users’ needs is roughly the same.

Figure 119 (A3) In your opinion, to what extent does the functioning of state administration bodies meet the
requirements of the service users?

Basis: People who used services of state administration (55% of target population)
Does not satisfy at all

.
mostly does not satisfy 26% o
=
e N
Completely satisfies 0%
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NGO representatives are also divided in their views on the prices state administration bodies
charge for their services, but more inclined towards the view that they are not too expensive.

They are equally divided in the opinion whether the price charged is adequate to the quality of the

service provided.

Figure 120 (A4) Having in mind prices state administration bodies charge for services provided to citizens,
to what extent do you consider their services expensive?

Basis: People who used services of state administration (55% of target population)

Mot e:a{paelrlwwe at - 9%
e NN
e Sive

Surm - 52%

Surn + 39%

Mostly expensive 30% ‘
Yery expensive - 9%

oore [
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As regards availability, state administration bodies and their employees were mostly available to
NGO representatives when they needed their services. Furthermore, NGO representatives had
no major problems to obtain information and documents they asked for and do not believe there
is problem with obtaining needed information or documents in general, although some of them

have a view that it is “somewhat difficult” to obtain information and documents.

Figure 121 (A7) In your experience, how difficult/easy was it to obtain information/documents related to
your application from the competent state administration bodies and services?

Basis: People who used services of state administration (55% of target population)

MEAN:
3,6
Wery difficult 0%

Difficult 4%

sum- [ 4% ‘

Sum +

2%

Easy 39%
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As regards responding to users’ requests, the experiences of NGO representatives who filed a
request with a state administration differ. A large majority received a reply, yet a significant
number of them do not know whether their reply was received within or outside the prescribed
time limit. A proportion of respondents received a reply within prescribed time limit, some others
outside.

Figure 122 (A11) The last time you used state administration services, did you get a reply to your request
for information or service within prescribed time limit?

Basis: People who used services of state administration (55% of target population)

es, | received a reply within
A ) ) 35%
prescribied time period
ves, | receivad a reply, but not within
prescribed time period

13%

Sum + 48%

Yes, | recieved & reply but dont know if
it weas within prescribed tirme limit

441,

Mo, | did not receive a reply - 9%
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B TRUST IN STATE ADMINISTRATION

Interviewed NGO representatives expressed moderate trust in state administration as a whole.

The average rating is 3.3 on a 5-point scale and is very similar to the rating given to the state

administration by other citizens. The number of negative ratings is slightly smaller than the

number of neutral or positive, but because of a small number of respondents, it is not possible to

make a reliable generalization.

Figure 123 (B1) How much trust do you have in state administration in general

Basis: Total target population

Mo trust at &l - 5% -

2 14%
T
@l

Full trust 12%

Figure 124 (B3) How much trust do you have in the following state administration institutions, sectors and

bodies?

Basis: Total target population

WNO TRUST (1+42)

Education system

State anwned companies
Health care

Folice

Ta« Administration
Ay

Persion system
Customs Administr ation
M elfare system

B TRUST @+5)

7% e — S0
2150 I e —
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As regards trust in basic government pillars, NGO representatives showed relatively more trust in
the Government and President of Montenegro than in the Parliament or the judiciary. Of other
institutions, more trust was shown in education, state-owned companies, health care, police and

tax administration, and relatively less in the army, pension and welfare systems and customs
administration.

Figure 125 (B2) How much trust do you have in the following government bodies?

Basis: Total target population

WNO TRUST (1+2) B TRUST (4+5)

Government of Montenegro 26% _— 0%
Fresident of Montenegro 17% -_48%
Farliament of Montenegro  29% __4’1 o
Judiciary 33% ||| T 3%
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C EMPLOYEES IN STATE ADMINISTRATION INSTITUTIONS

As regards employment in the civil service, NGO representatives say family and friendship
connections and the formal educational degree play an important role in getting a job, whereas in
their opinion expertise, experience and previous performance are less important. Applicants' party
affiliation is likewise an important employment criterion and was mentioned by half the
respondents. Accountability is seen as less important than the previous criteria. On the other
hand, NGO representatives give priority to professional skills, experience, previous work
performance and formal educational degree, which is rather different from what they see as the
current state of affairs. NGO representatives say they would not like to see applicants' family and

friendship connections having impact on employment in state administration.

Figure 126 (C1) In your opinion, what are the criteria for employment in state administration on the national
and local levels in our country?

Basis: Total target population

WHAS NO IMPACT (1+2)  BHAS IMPACT (4+5)

Applicant's family and friendship conne ctio na}
Applicant's education degree, diploma

Applicant's professional 5k|l|5

BXp Brignce

Applicant's accountahbilityd 1% -- 26%
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Figure 127 (C3) In your opinion, which criterion should be the most important in order for state
administration services to function in the interest of citizens?

Basis: Total target population

Applicant's experience and previous work _ 1%
BXpeienc e

Applicant's educational degree, diploma 24%

Crbimd 5%

When asked about the criteria for advancement in the state administration, NGO representatives
think all of the previously mentioned criteria are taken into consideration, but the criteria most
often taken into consideration are the applicant’'s family and friendship connections. NGO
representatives have different expectations and would like to see a system of advancement in the
workplace based primarily on applicant’'s experience, previous work performance and

professional skills.

Figure 128 (C4) In your opinion, what are the criteria for advancement in the state administration bodies on
the national and local levels in our country? For each criterion, please state how much it affects one’s
advancement in state administration?

Basis: Total target population
WO IMPACT (1+42) BHAS IMPACT [(445)

Applicant's education degree, diploma @@ 10% .

Applicant's professional skills |

Applicant’s experience and previous

work experience
Applicant's family and friendship (

connections ‘ﬂ

Applicant's party affiliation : P %
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Figure 129 (C5) Which criterion is the most common in our country for advancement in the state
administration?

Basis: Total target population

Applicant's family and friendship connections 3%

Applicant's education dedree, diploma 17%

Applicant's experience and previous wark

EXperience T4%

14%

Applicant's professional skills

Applicant's party affiliation 12%

Applicant's accountability I 2%

DIk 2%

Figure 130 (C6) In your opinion, which criterion for advancement should be the most important in order for
state administration services to function in the interest of citizens?

Basis: Total target population

Applicant's experience and previous
29%
performance
Applicant's professional skills _ IN%
Applicant's education degree, diploma - 10%

Applicant's family and friendship connections I 2%

DkiMA | 2%
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When assessing the management of state administration bodies, NGO representatives agree that
management is professional, but to a certain extent under political influence or particular
individual interests instead of public interest. The smallest number of NGO representatives
believes state administration bodies are managed rationally in line with available financial

resources and based on users’ feedback, remarks that should be taken into account.

Figure 131 (C7) What is your opinion of the management in state administration institutions? What do you
think of their operations management, resources management, etc?

Basis: Total target population

BYes B No Don't know/Refused
e
According to individual interests and not interests of the m
_institution 1 (o)

41% 12%

Accountable

Autonomous 38% 1 4%

33%
31%

Rational, in line with financial resources available

Using information from users

1
| |
| I
| |
| |
| j
| |
| Always striving to improve the quality of services provided | 17%
| 1
| |
| |
| |
| |
| |
| |
| |

1
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A large number of NGO representatives have positive views about the decision-making process
within state administration bodies, seeing it as professional, autonomous, accountable and timely,
but here again political influence is mentioned as a negative side to it. Lack of transparency and
accountability are the most often mentioned negative sides to decision-making processes.

Figure 132 (C8) What is your opinion of the decision-making in state administration institutions as regards
their functioning?

Basis: Total target population

Wyes WMo P Don't knowi™o answer
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The vast majority of NGO representatives believe the ethical awareness of civil servants and
employees is sometimes well developed and sometimes not, holding it a rather individual
phenomena. There is a roughly equal proportion of those who hose who believe the ethical
awareness of civil servants and employees is well developed and those who believe it is not,

indicating divided opinions.
Figure 133 (C9) What is your opinion of the awareness of ethical standards among the employees of state
administration institutions?

Basis: Total target population

very developed awareness [ 7%

Mostly developed awareness 19%

surn - I 26
There are both those who are and who _ 41

aren't aware of ethical standards
sun - 7%

19%

+)

w

Mostly undeveloped awareness
Fully undeveloped awareness - 10%

Don't knows Mo answer 5%

Very few NGO representatives think that, in case of a breach of ethical principles by state
administration employees, adequate disciplinary actions are taken and sanctions imposed. They
tend to believe that while disciplinary actions might be taken, they are not followed by serious

sanctions, or are taken only partially.

Figure 134 (C10) In your opinion, are disciplinary actions and sanctions taken against the employees of
state administration institutions who have committed a breach of ethics?

Basis: Total target population
Yes, they are taken

and followed hy
sanctions
14%

Don't knowirdo
ansner
10%

MHeither taken nor
sanctions imposed
17%

s, taken but
without sanctions
24%

Taken anly partially,
very feny sanctions
38%
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NGO representatives largely do not believe that a system of exact performance appraisal for
every civil servant and employee exists. They are more often of opinion that quality work
performance in the state administration is not adequately rewarded. The majority think that civil
servants and employees’ salaries should be increased. There is, however, disagreement as to
whether the current salary determination and incentives system affects civil servants and
employees’ motivation and if so, in what way. The majority believe civil servants and employees
are in general not satisfied, but a significant number of respondents was not able to make an

assessment.

Figure 135 (C11) In your opinion, is there a system of exact performance appraisal for every civil servant
and employee?

Basis: Total target population

es
7%

Dont know - Mo
answer
29%

A4%
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Figure 136 (C12) Does increased work performance in public administration institution/body in your opinion
results in adequate compensations — higher salary based on performance?

Basis: Total target population

Yes

Don't know - No
answer
43%

Figure 137 (C14) In your opinion, in what way the current salary determination system in state
administration affects civil servants and employees’ motivation?

Basis: Total target population

DIKTTA,
24%

[ncreases motivation
26%

Has no impact on
motivation

19% Feduces motivation

%
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Figure 138 (C15) In your opinion, are state administration employees generally satisfied?
Basis: Total target population

Yes

10%

DK/NA
31%

59%
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D BUDGET SPENDING AND PUBLIC PROCUREMENT REALIZATION

NGO representatives' opinions are divided on whether budget processes in state administration
are transparent or not i.e., whether all the information relating to these processes is available to
the public. Some believe they are, others believe the opposite, whereas one quarter was not able
to make an estimate. Transparency of budget spending in state administration bodies is mostly
estimated as moderate, with a fairly equal number of those who believe it is transparent ant those

who believe the opposite.

Figure 139 (D2b) When speaking of state administration, how transparent i.e. public is budget spending?

Base: Total target population

Completely non-transparent || 5%

Mostly non-transparent 21% ‘
sum- | 26%
MNeithertransparent nornon- _
transparent 43%
sum+ | 29%
Mostly transparent 26%

Completely transparent I 2%

DK/MNA 2%

When asked about the functioning of the system for the control of budget spending, NGO
representatives tend to give neutral assessments or express belief that the system mostly
functions properly. Most believe that in state administration bodies budget is mainly spent
according to priorities. When this is not the case, respondents mostly mention insufficient transfer

of funds to NGOs or welfare cases, education or health care system and the like.
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Figure 140 (D2c) In your opinion, how well does the system of control of budget spending in state
administration generally function?

Base: Total target population
Doesn notfunction atall [ 2% 3,3
Mostly does not function 12% ‘
sum- [ 14%
MNeither cloes nor doesn't _
function 38%
sum+ [N 43%
Mostly functions [ 41%

Fully functions I 2%

DK/MNA 5%

Figure 141 (D2d) In your opinion, to what extent is budget spent according to priorities in state
administration institutions and bodies?

Base: Total target population

Not spent according to priorities at all I 2%

Mostly not spent according to priorities 19%

Sum -

21%

Neither is or isn't spent according to

o,
priorities 26%

Sum + 50%

Mostly spent according to priorities

43%

o

Fully spent according to priorities

DK/NA 2%
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Some NGO representatives believe that work organization and procedures in the state
administration sometimes or repeatedly create opportunities for abuse. This mostly refers to non-
transparent procedures and insufficient control, but also to general lack of systematic solutions, a

centralized system, conflict of interest, abuse of office and the like.

Figure 142 (D2f) When speaking of state administration institutions — bodies, in your opinion, to what
extent do work organization or procedures create opportunity for abuse?

Base: Total target population

Never | 10%
sum+ [ 23%
sum- | 24 %
Always 0%

DK 19%
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Commenting on the process of allocating funds to NGOs, a process under the jurisdiction of state
administration institutions, NGO representatives mostly agree that it is legal, but many add that it
is conducted according to party interest. The most prominent complaints refer to the process as
unfair or non-transparent, and not conducted according to objective criteria, but these opinions

are not dominant and there are disagreements among respondents on this topic.

Figure 143 (D3) In your opinion, to what extent is the process of fund allocation to NGOs in state
administration institutions conducted in the following ways:

Base: Total target population
BALITTLE (1+42) ®CONSIDERABLY (4+5)

Accordingto party interests 15% -_l 44%
According to public interest 25% -_l 25%

According to the law 28% -_l 24%
Impartially 29% [ | 23
According to objective criteria 27% -_l 23%
Transparently 31% [ | 2%
Fairly 37% [ | 2o
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Most NGO representatives included in the sample i.e. their organizations, participated in
competitions at some of the state administration institutions, and most of those who did apply

have been allocated funds at least once.

Figure 144 (D3a) Has your NGO participated in a competition for the allocation of funds at a state
administration institution, to finance various types of projects?

Base: Total target population
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E SERVICE QUALITY IN STATE ADMINISTRATION

In evaluating work quality in state bodies and institutions, on a scale of 1 to 10, where a higher
score denotes a higher degree of quality, NGO representatives give the average score of 6,1.
Most believe the level of service quality has increased in the past three years, although many

believe there have been no significant changes in this period.

Figure 145 (E1) How would you generally asses the quality of performance of the state administration i.e.
all its institutions?

Base: Total target population

Extremely poor quality || 2%

2 2%
3 5% ‘
4 10%
5 2€%

Sum- . 45%

Sum+ 52%
6 12%
7 12%
8 7%
9 5%

Exceptionally high quality [ 7%
Doesntknow 2%

NGO representatives who have had contact with the Montenegro government, parliament or
judiciary do not give uniform assessments of their work quality. A considerable number of
respondents chose not to give an assessment, whereas there is a fairly equal number of those
who believe the work of these institutions is good and those who believe the opposite. When
speaking of other institutions whose services NGO representatives used, they are most satisfied

with the education and health care system, police and custom services.
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Figure 146 (E2) In your opinion, has the level of service quality in state administration increased,
decreased or remained unchanged, in comparison to the situation 3 years ago?

Base: Total target population

| have not had Doesn't know
experience 12%
with state

administration

institutions 3

years ago
2% It has
improved
It has 48%
remained the
same
31%
It has
deriorated
7%

Figure 147 (E2a) Which of the following public authorities and state administration bodies has your
organization had contact with in the past 12 months?

Multiple answers; Base: Total target population

_ 430/0
JUdiCiary _ o

DK/NA 36%

Montenegro
government
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Figure 148 (E2b) How would you evaluate the performance of the following public authorities:

Base: Total target population
B POOR QUALITY = GOOD QUALITY
e -+ | O -
Judiciary 26% __|21%
Parliament 24% _-l 12%

Figure 149 (E2c) Which of the following sectors i.e. state administration institutions and bodies have you
had contact with in the past 12 months?

Multiple answers; Base: Total target population

Education
sysern I -
weitare system | - -
"Seen I -
system
poice | -
Somparics I -
companies
Tax .
Administration _ 24%
Pension system - 7%
Army - 5%
DK/MA 299,
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Figure 150 (E2d) How would you evaluate the work quality of the following sectors i.e. state administration

institutions and bodies?

Base: Total target population

Education system
Health care system
Pension system

Army

Police

State-owned companies
Tax Administration
Welfare system
Customs

BPOOR QUALITY 5 GOOD QUALITY

13% | ) 49%
19% | ) 43%
19% | ) 39%

20% N | 37 %
20% N | 34%
21% I | 34%
23% (I ) 34%
23% [ | 33%
25% | 33%

When speaking of certain negativities in the functioning of state administration bodies, NGO

representatives most frequently mention bureaucratic problems, like "being sent from pillar to

post" and too much paperwork. Least mentioned are poorly equipped facilities and offices,

impolite clerks or incompetent and unprofessional staff.

Figure 151 (E3) In your opinion, to what degree are the following negativities present in state

administration institutions and bodies?

Base: Total target population

Frequently being sent from pillar to post
A lot of paperwork
Complicated procedures (non-transparency)

Denial of access to all relevant files and documents
Inconsistent implementation of the law - unequal treatment of

citizens
Political dependence

Lack of promptness - Slow and inefficient service
Poor price-quality ratio

Civil servants' poor treatment of citizens
Corruption

Lack of online service

Incompetent and unprofessional staff

BNOT PRESENT (1+2) EPRESENT (4+5)

129 | 0 I 60 %>
17% [ N, 57 %
21% | N, 38
26% | I 36>
31% [ ) 33/
36% [ ) 2O %
38% | W, 26 %
31% | ) 26
459% | N, 1 %o
437% | N, 1 %o
38% N ., 9
45% | N, ' 7%

Poorly equipped facilities and offices 50% [ I 1 7 %
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NGO representatives are extremely uniform in their attitude that there is considerable room for
improvement in the functioning of state authorities. The primary concern would be providing more
precise legal solutions for regulating procedures, stricter internal control and pay increase for civil

servants.

Figure 152 (E8) In your opinion, how could work quality of state administration bodies be increased?

Multiple answers; Base: Those who believe the work of state administration bodies can be improved (93%
of the target population)

Stricterinternal control of state 46%
administration bodies' waork °
Pay raises for civil servants _ 41%

Simplification of permit issuing procedures 33%

33%

More transparent functioning of state _

administration bodies

Reducing corruption 31%

Introducing stricter penalties _ 31%

Other - 10%
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NGO representatives believe that inspection authorities at state administration bodies are
operating in accordance with the law and public interest, although there is a minority of those with

opposite opinions.

Figure 153 (E9) In your opinion, to what degree do inspection authorities at state administration bodies
operate in accordance with the law and public interest?

Base: Total target population

Fully operatingin accordance with law
and public interest

7%

Mostly no 26%

Not at all operatingin accorcdance with o
o 2%
law and public interest

Doesn'tknow- NA 5%
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NGO representatives believe that the biggest hindrance to the functioning of state administration
bodies are the lack of funds and poor work organization, as well as insufficient co-ordination
within different services and corruption. Inadequate educational and professional structure of

employees is a relatively lesser problem.

Figure 154 (E10) In your opinion, which of the listed aspects hinder the work and functioning of state
administration the most?

Multiple answers; Base: Total target population

insufcient funds fo prograrm reaizaton N <3
Insufficient co-operation and co-ordination within different services _ 33%
—
Toomany emicyess | 2+
— L
Insufficient work motivation _ 17%
Falitical pressures tothe work and functioning of state _ 17%
administration °
Insufficient co-operation and co-ordination with NGOs _ 14%
Inadequate education structure of employees _ 12%

Inadequate professional structure of emplovees | N 10%
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NGO representatives most frequently mention that the Montenegro government encourages the
development of the nongovernmental sector only a "little", even though scores "very little" or "not
at all" are relatively rare. Among the respondents there are somewhat more of those who believe
the government gives "a lot" or "very much" encouragement to the development of the

nongovernmental sector.

Figure 155 (E11) To what extent does the state administration in Montenegro encourage development in
the nongovernmental sector?

Base: Total target population

Very little 17%

Not at all

Sum - 24%

Alittle 41%

Sum + 29%

Alot

21%

7%

Very much

DK - NA 7%

B s



Survey of the capacity and integrity of the state administration sector in Montenegro .

When speaking of the biggest obstacles affecting the development of the nongovernmental sector
in Montenegro, NGO representatives mostly mention financial conditions, but many others, as
well. For example, poor co-operation between NGOs and the state, incompetent personnel, a
large number of NGOs, public sector's distrust and failure to recognize possible benefits,

inadequate law regulations and the like.

Figure 156 (E14) In your opinion, what is the biggest obstacle to the development of the nongovernmental
sector in Montenegro?

Multiple answers; Base: Total target population

Finances | 36
Poor co-operation between NGOs and the state _ 10%
Incompetence _ 10%
Alarge number of NGOs - 7%
There are no obstacles - 7%

Failureto see the henefits of NGOs/distrust.. - 5%

Inadequate law regulations 2%
Citizens 2%
Fictitious NGOs 2%

Non-transparency

Untimely provision ofinformation

N
2

Inequality 2%

Insufficient support 2%

Authority 2%

Working together 2%
DK/MA 12%
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In evaluating the development of the level of trust between state institutions and nongovernmental
organizations, on a scale of 1 to 5, NGO representatives on average give the score of 3,3 i.e.

evaluate co-operation as mediocre or moderately good.

Figure 157 (E15) How would you evaluate the level of co-operation between state administration and
nongovernmental organizations?

Base: Total target population

Completelyundeveloped [ 2%

2 12%

sun- I 1+

w
w
3
S

Sum+

¢ I s
Very ceveloped . 2%

DK/MNA 12%

Among the nongovernmental organizations included in the survey, which have in some way co-
operated with state administration bodies, over one half have signed an official document of co-
operation. Half of the organizations participated in commissions, boards or other bodies formed
by the state administration. A smaller number were previously included in some aspect of

evaluation of functioning of the Montenegro state administration.

Figure 158 (E16) Has your NGO in any way co-operated with state administration institutions?

Base: Total target population
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Figure 159 (E17) Have you signed a special document of co-operation/communication with a state
administration body?

Base: The respondents whose NGO has in some way co-operated with the state administration (71% of the
target population)

Figure 160 (E18) Has your organization ever been involved in a commission, board or other body formed
by the state administration, as a full member, observer or in any other capacity?

Base: The respondents whose NGO has in some way co-operated with the state administration (71% of the
target population)

DK/NA
3% O

Yes
No 50%

47%
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Figure 161 (E19) Have you been in any way included in the evaluation of functioning of particular
Montenegro state administration institutions?

Base: The respondents whose NGO has in some way co-operated with the state administration (71% of the
target population)

DK/NA
7%
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Among the biggest problems with respect to co-operation with state institutions, NGO
representatives mostly mention financial problems. There are also other problems, like
unprofessional personnel, poor co-operation and "closed doors", lack of promptness, inert

institutions and the like.

Figure 162 (E20) What are the problems most frequently facing your organization when co-operating with
state administration institutions?

Multiple answers; Base: The respondents whose NGO has in some way co-operated with the state
administration (71% of the target population)

Financial problems
Employing incompetent people

Foor co-operation

33

S
—
3
2

"Closeddoors” [ 3%
Lack of promptness {slow decision-making process) - 3%
Inertinstitutions [l 3%
The "almighty" civil servants - 3%
Lack of unambiguous databases - 3%
Foor communication/lack of necessary information - 3%
Objectivereasons || 3%
Toomany complicated procedures - 3%
Mortransparency of fund allocation - 3%
Underestimation - 3%

Dt 2 43%
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F TRANSPARENCY OF STATE ADMINISTRATION SERVICES AND
ACCESS TO STATE ADMINISTRATION FUNDS

In the opinion of NGO representatives, which is not particularly uniform and many refrained from
making an estimate, citizens are not always able to gain access to state administration files and
documents upon request.

Figure 163 (F1a) In your opinion, is every citizen able to gain access to state administration files and
documents upon request?

Base: Total target population

Yes

DK/NA
38%

41%

Almost one in two representatives failed to estimate whether state-owned companies' revenues
are distributed transparently and in accordance with the law. Among the respondents who did
answer, there are those who believe revenue spending is transparent, and those who believe the
opposite. Opinions are similar when it comes to evaluation of transparency and legal adoption of
urban plans.
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Figure 164 (F2) In your opinion, are state-owned companies' revenues spent transparently and in
accordance with the law?

Base: Total target population

Doesn't know
45%

24%

Figure 165 (F3) In your opinion, is adoption of urban plan conducted transparently and in accordance with
the law?

Base: Total target population

Doesn't know
45%

26%
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NGO representatives observe that construction permits are not always issued according to legal

and established procedures. Most of them mention the controversial investments at cape Zavala.

Figure 166 (F4) In your opinion, is issuing of construction permits always conducted in accordance with the
law and established procedures?

Base: Total target population

—
iy,
<,
o
i
g

Sum + 24%

it
]
=

7%

=
=
)
s
7]

2
o
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Figure 167 (F4a) Can you give an example of a case where obtaining a construction permit was not
conducted legally and according to established procedures?

Multiple answers; Base: Those who believe obtaining construction permits is not conducted in accordance
with the law and established procedures (29% of the target population)

Zavala 42%

There;rrjclzlargg such _ 17%
Constructtilﬁri';gfhousing - 3%
Monter::gc};i?ncoastal - 8%
Other - 8%
Refusestoanswer 8%
Doesn'tknow 25%
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Although there are those who believe the opposite, NGO representatives more frequently agree

that politicization is mostly not present in state administration bodies and state-owned companies.

Figure 168 (F5) In your opinion, to what extent is politicization present in state administration?

Base: Total target population

R Ty P N TN | Ry [ PRRrar R - e | I
L I!-JI!:‘I.!;‘I:J it su IJ:J e al I _1‘19’,;‘
patties E—
Battes
Mostly influencedhby naolitical parties 19% ‘
E A r
S I - -,
U= 2 S
|
- [
UM+ . 484
|
Maostly notinfluencedby political parties _ 41%
/ S : |
Complatelyindepandentfrompolitical == -,
parites [
DK 7%

T

(ke
o

Figure 169 (F6) In your opinion, to what extent is politicization present in state-owned companies?

Base: Total target population

Completely influenced by political
parties

Mostly influenced by political parties

Sum-
Sum+
MMasthr matinflieancadby naliticalnartias
wvigshy noliniuenceqny poilicaipanilies

Completely indepencdent from political
parties
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G CORRUPTION

Most NGO representatives observe that corruption does exist in state administration bodies, but
they do believe it is moderately widespread. As reasons for its existence representatives mention
low salaries and low standard of living, insufficient motivation of civil servants and employees,

citizens' insufficient awareness and mentality, nepotism, non-transparency and other.

Figure 170 (G1) In your opinion, corruption in Montenegro state administration is...
Base: Total target population

Notwiclespread atall [N 14%
Mostly not wicdespread - 12%
sum+ [ 26%
Meitheris nor isn't wicespreac _ 38%
Sum- _ 24%

Mostly widespread 14% ‘
Very widespreacd - 10%
DK 7%
A LY
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Figure 171 (G2) In your opinion, what are the main reasons for widespread corruption in state
administration?

Multiple answers; Base: Those who believe corruption is to an at least some extent present in state
administration (86% of the target population)

Low salaries | o
Citizen awareness _ 8%
Low living standards _ 8%
Insufficient employee motivation _ 8%
Nepotism _ 8%
Non-transparency || GG 6%
Low income _ 6%
Mentality _ 6%
Country/situation in the country _ 6%

Failure to respect the law/anarchy - 3%
Personal interests - 3%

Poor economic (financial) situation - 3%
Politics/being exposed to too much politics - 3%
Unconscientious employees - 3%

Economic crisis [ 3%

Unclear/complicated procedures - 3%

Other | INEEEG—N s

DK/NA 22%
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When comparing the level of corruption today and three years ago, most NGO representatives

believe it has decreased to a certain degree, although there are those who believe there have

been no significant changes in the past three years. Respondents believe that the total level of

corruption in Montenegro is higher in comparison to EU members.

Figure 172 (G3) In the past three years, has the level of corruption in Montenegro state administration...

Base: Total target population

Decreased o
considerably _ 10%

Decreasedtoa certain o
degree I e

sum+ [ 0%
oo N
same level

sum- [ 7%

Increasedtoa degree 7%
Cpn3|derably 0%
increased
DK 7%
NA 7%

Figure 173 (G4) In your opinion, to what degree is corruption present in Montenegro, in comparison to EU

members?

Base: Total target population
Alot lessthan the EU
Lessthanthe EU

uim+

oy

The same as EU

Sum-
Toa somewhathigherdegreethan
the EU
Toa much higher degreethanthe
EL
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According to NGO representatives, Montenegro citizens' involvement in corrupt activities, in terms
of offering bribes in state administration, is around 5 — 10% i.e. a relatively small number of

citizens. Estimates are similar when it comes to NGOs' involvement in such corrupt activities.

Figure 174 (G11) In your opinion, how many Montenegro citizens who have co-operated with state
administration have bribed someone in the past 12 months?

Base: Total target population

No one-practicaly;no one{lessthan 4%,
5%
A smallnumber of citizens - 17%
Alittle less than half (25%-50%) . 10%

Alittle more that half (51%-75%,) I 5%

A large number of citizens {over 75%}

DK 41%
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At the same time, NGO representatives mostly believe that civil servants rarely ask citizens for
illegal compensations or make illegal deals in order to resolve a case in their favour. There are
more of those respondents who believe citizens rarely accept such offers, as opposed to those
who believe most or all citizens accept them.

Figure 175 (G13) In your opinion, how often do civil servants ask citizens to give illegal compensations or
make illegal deals to resolve a case in their favour?

Base: Total target population

Never . 2%

Frequently 12%
Always . 2% ‘

DK-NA 29%

Figure 176 (G14) In your opinion, what is the most common reaction citizens have when offered by civil
servants to resolve a case in their favour, in exchange for illegal compensations or deals?

Base: Total target population

Everyoneaccepts = 7% ‘
Mostaccept 24%
Everyonerefuese 0%

Irefuseto answer 29%,
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When estimating the degree of corruption in various state institutions, among those with higher
degree NGO representatives most frequently mention the health care system and the judiciary,
whereas those with lower degrees of corruption are the Tax Administration, social security
system, the President's office and the Parliament. It is important to explain that, while the health
care system is perceived as corrupt, citizens are at the same time satisfied with the quality of
service it provides. First of all, corruption is only one of the aspects of functioning in any system,
whereas the overall quality of service is a much broader concept. Secondly, as mentioned with
the general population, perception of the health care system and the services it provides is
determined by certain particularities that play a prominent role in citizens' awareness, regardless
of corruption. More specifically, the nature of services provided by the health care system and
their immense value to individuals and society; the fact that the health care system covers almost
the entire population, and that there is a clear awareness of the poor financial situation and the

system which, despite all that, somehow manages to function.

Figure 177 (G28) In your opinion, to what degree is corruption present in the following sectors and
institutions in Montenegro?

Base: Total target population

ENOT CURRUPT B CORRUPT

Health care system 48% 43%
Judiciary 50% | I, 1o
Police 52% R I, 33/
Customs 48% e I, 33
Montenegro government 55% e 3 1%
Education system 57% | I, 3 1o

State-owned companies (railways, water resources.. 57% [ . 26%

iprocuemen 57 | S ",
eropertysamnsraen 0% — . > 17
wesesysen 677 —
Pensionsystan 62%% | — 15"
et 629, | — 1
Tox Acmimstaton G0, | I 14
The president of Montenegro  64% |GG I 0%
Army 57% | - 7
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NGO representatives believe that the most dangerous consequences to the development of
Montenegrin society are caused by corruption in the health care system and judiciary, as well as

the police, government and the education system.

Figure 178 (G29) In which sectors are corruption consequences most dangerous to society development in
Montenegro?

Multiple answers; Base: Total target population

Health care system
Judliciary

Police

Montenegro government
Education system
Welfare system

The presidentofMontenegro
Customs

Army
State-ownedcompanies
Pension system
Montenegro parliament

Tax Administration

Public procurement

DKMA 14%
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Commenting on the so-called "higher level" corruption, NGO representatives have different
attitudes, but the prevalent is the one stating corruption is not widely spread. Those who believe it
is, give examples of acquittals for perpetrators of particular criminal offences, enactment of legal

acts benefitting certain individuals, privatization and issuing of construction permits.

Figure 179 (G31) In your opinion, to what degree is "higher level" corruption present in Montenegro?
Base: Total target population

MNotwidespreadatall [N 17% +
Maostly not widespread _ 12% -
sum+ | -
Both is andisn't widespread _ 17%
cum- | 2
Mostly wicdlespread 14%

Very widespread - 10% ‘

DK 21%
Na B 10%
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Most NGO representatives believe corruption in state administration is almost never reported.
The primary reasons are fear of possible negative consequences, fear of retaliation or a case
being left unprocessed, as well as intense corruption of competent authority, which would
probably make reports ineffective. NGO representatives believe ensuring greater security and
anonymity, along with other mentioned measures, would help citizens and state administration

employees feel encouraged to more frequently report corruption they encounter.

Figure 180 (G32) How often is corruption in state administration reported?

Base: Total target population

MNotreported at all _ 14% ‘

Maostly notreported 33%

son- N
sum+ | -1

Mostly reported _ 21%

Alvrays reparted - 10%

DK 12%

NA 10%
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When referring to conflict of interest i.e. its presence in the state administration of Montenegro,
NGO representatives mostly believe it is present, but not as much as other forms of corruption
and irregularities.

Figure 181 (G35) In your opinion, to what degree is conflict of interest present in the state administration of
Montenegro?

Very present
10%

DK/NA
14%

Minimally present
26%

Present, but not as

much as other forms

of corruption and

irregularities
50%

Figure 182 (G37) In practice, what are the options for fighting conflict of interest?

Base: Total target population

= FEVW OPTIONS EMANY OFPTIONS

Prevention of situations leading to conflict of interest 12% -_|36%

Reliable and timely discovery of conflict ofinterest 17% - | 33%

Taking legal action in conflict ofinterest cases 17% - | 33%
Implementation of appropriate and efficient sanctions o o
for personsin conflict of interest 17% 33%
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H FIGHTING CORRUPTION

NGOs included in the survey most frequently give a neutral assessment of the success rate
particular state institutions have had in fighting corruption, with a slightly larger number of those
who give moderately positive scores, than those who believe the fight against corruption in state
administration institutions has been unsuccessful. Scores among institutions do not differ

significantly i.e. a small number of respondents does not allow for reliable generalizations.

Figure 183 (H1) On a scale of 1 to 5, please rate the success of the following institutions in fighting
corruption:

Base: Total target population

FUNSUCCESSFUL B SUCCESSFUL

17% | O
7% |0 | 3 1%

10% |00 | 31%

19% ) 31%
17% | 29%

Tax Administration

State Audit Institution

Directorate for Anti-Corruption Initiative
Police Directorate

Commission forthe Prevention of Conflicts of Interest

Directorate forthe Prevention of Money Laundering and Terrorist

Financing

Customs Administration
Froperty Administration
Fublic Procurement Directorate

Commission forthe Control of Public Procurement Procedures

17% | 29%
19% ) 29%
19% I 29%

14% N 26%
14% 00 ) 21%
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Among the best and most efficient methods and measures for fighting corruption in state
administration, NGO representatives mention law enforcement, higher degree of control and
stricter penalties, as well as public condemnation of those caught in corrupt activities. NGO
representatives express a somewhat higher degree of agreement when it comes to penalties as

the most effective measure in fighting corruption.

Figure 184 (H2) In your opinion, what is the best method for fighting corruption in state administration?

Base: Total target population

Implementation ofthe law [N '+
B
I 0
e
I

Public concdemnation of perpetrators
Higher degree of control {internal}
Penalties in general {stricter penalties, penalty policy)

Reporting corruption/Combating corruption

Police Directorate
Anonymous reports
Change ofgovernment

Increasedsalaries

.
-
-
-

Stricterlaws

Raising citizen awareness

.
B

Figure 185 (H2a) In your opinion, what are the most efficient measures for fighting corruption?

Multiple answers; Base: Total target population

Penalties - in general (stricter penalties/penalty
policy)
Implementation of the law

Public condemnation of perpetrators
Higher degree of control (internal)
Reporting corruption/Combating corruption
Prison sentences

Seizure of illegally acquired property
Informing/Educating citizens

Stricter laws/measures

Termination of employment

Preventive and repressive activities

- E¥
I 7%
I 5%
. 5
I 5
B 2%

M 2%

B 2%

B 2%

B 2%

M 2%
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NGO representatives are mostly acquainted with state administration institutions in charge of
fighting corruption. The smallest number — 2/3, mentions the Commission for the Prevention of
Conflicts of Interest. Activities of these institutions in fighting corruption are considered by most as
transparent, especially the Police Directorate, which is perceived as the relatively most important
element, although relevance is also recognized in other institutions within the anti-corruption
system. Respondents are slightly more sceptical with respect to visibility of results accomplished
by the Public Procurement Directorate, State Audit Institution and the Commission on the
Prevention of Conflicts of Interest. NGO representatives have different opinions on whether or not

institutions within the anti-corruption system are politically influenced, or independent.

Figure 186 (H3) Which institutions have you heard of?

Multiple answers; Base: Total target population

Police Directorate 100%

Public Prucurement Directorate _ 83%
Directorate for Anti-Corruption Initiative - 76%
Directorate forthe Prevention of Money o

. o ; T4%
Launcdlering and Terrorist Financing
State Aucdlit Institution - 1%
Commission on the Prevention of _ 69
Conflicts of Interest °
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Figure 187 (H4) In your opinion, how transparent i.e. public are institutions' activities in fighting corruption?

B PUBLIC BMNOT PUBLIC

Public Procurement Directorate 51% _- 37%
Directorate forat::g'F;?::)?F;:%?nfnhg%ngey Laundering 500, _- 36%
Directorate for Anti-Corruption Initiative 53% _- 34%
Commission on the Prevention of Conflicts of Interest  59% _- 31%
State Audit Institution 53% _- 30%
Police Directorate 64% _- 26%

When evaluating the overall anti-corruption activity in the NGO sector in Montenegro, focused on
state administration, NGO representatives mostly give a neutral score, whereas there is a fairly
equal number of those who believe that activity is developed and those who believe it is not.

Extreme attitudes are rare in this respect.

Figure 188 (H17) How would you evaluate the overall anti-corruption activity of the NGO sector in
Montenegro, focused on state administration?

Base: Total target population

Completely
uncleveloped - 5% ‘
2 17%

sm- | -

Very cdeveloped 0%
DKMA 19%
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A large number of NGO representatives included in the survey failed to give an evaluation on
NGOs' involvement in fighting corruption in the state administration. Those who did answer say
NGOs' role is very important, that nongovernmental organizations could do an even better job,
and mention co-operation with state bodies, and the advisory role NGOs could have for these
bodies. When asked about the most important anti-corruption activities focused on state
administration and initiated by NGOs, NGO representatives give several different answers: (e.g.
MANS - the Network for Affirmation of NGO Sector), but most failed to give any answer. As
crucial allies in the co-operation between NGOs and the public sector, NGO representatives

mention state institutions in general, police, judiciary, citizens and a wide set of other instances.

Figure 189 (H18) What is your perception of NGOs’ role in fighting corruption in state administration?

Very importantrole 19%

They could be doing

a better job 12%

Co-operation with

state bodlies 10%

Advisory role 7%

They are doinga

goodjob 7%

Other 7%

DKMNA 38%
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When assessing the general co-operation between NGOs and the public sector in fighting
corruption, NGO representatives give neutral or moderately negative scores. The average score
is 2,7. Reasons given for poor co-operation include lack of co-operation on the part of the public
sector, lack of visible results and transparency, and the like.

Figure 190 (H21) What is your evaluation of the co-operation between NGOs and the public sector in
fighting corruption?

Base: Total target population

MEAN: o
| — 0% E =
2 26%

Sum- 36%
s e a1

sum+ [ 14%
5 I 5 Q

DK/MNA 19%

Co-operation between the NGO sector and the media in fighting corruption has only slightly more
favourable scores — NGO representatives on average give the medium score of 3,0. There is a
fairly equal number of those who believe co-operation is well-developed and those who believe
the opposite.

Figure 191 (H23) What is your evaluation of the co-operation between NGOs and the media in fighting
corruption in the public sector?

Base: Total target population
MEAN:

1 7% - 4
> I 2 o
sum- [N o
T 1%
Sum+ 19%
+ I 2
> I

oA - I 01,
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4 THE BUSINESS SECTOR

METHODOLOGY

The quantitative survey was conducted by means of face-to-face interviews, from June to the end

of July 2010, on a sample of 201 companies in Montenegro.

Companies were contacted via telephone by Ipsos Puls agency, in order to set the time of
interview. At the scheduled time Ipsos Puls interviewers conducted the survey in direct contact

with the respondent — company representative.
Sample structure

Primarily private companies participated in the survey (93%), with the maximum of 10 employees
(45%) and annual revenue of 50.000 € (30%).
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Table 4. Demographics - Companies

Total 201 | 100%

Centre
South

Geographic
distribution:

Production (agriculture, industry, construction)
Companies’ business | Commerce (retail and/or wholesale)

activities: Service industry (transport, telecommunications, catering

10 employees maximum

Number of 11to49 employees =
employees: 50 to 249 employees
Over 250 employees
Private company 187 93%
Company  ownership Mixed ownership - predominantly domestic private capital 4 2%
status Mixed ownership — predominantly foreign capital 4 2%
Other, what 5 2%
DK/NA 1 0%

50,000€ maximum
100,000€ maximum

Annual revenue 100,000 to 1 mil €
Over 1 mil €
NA
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Respondents were (are) mostly company owners (41%), male (67%), middle-aged (56%), with

secondary education (47%).

Table 5. Demographics - Respondents

Total 201 100%

Director

Assistant director
Position in Head of legal or financial department
the company  Qwner, co-owner

Chairman of the board

DK/NA
Gender Male
Female
Respondents' Up to 30y
age 30-49y
50y and older
Did not graduate from high school, but is a licensed tradesman 1 0%
Graduated from high school 95 47%
i 17 8%
Education Did not graduate from college oo
Graduated from a two-year college 24 12%
Graduated from college 60 30%
DK/NA 4 2%
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RESULT SUMMARY

Approach to state administration services

Half of companies included in the survey used services provided by particular state
administration bodies (institutions) in the past 12 months.

The most common reason for visiting particular state administration bodies (institutions)
was paying taxes (35%); more than 20% of companies have in the past 12 months visited
state institutions to obtain different documents and permits. Thus, the most frequently
visited institutions were municipalities and Tax Administration (32%).

Half of the companies are satisfied with the functioning of state administration bodies
(companies that have had experiences with these bodies in the past 12 months), but
almost two thirds find the services they provide to be expensive.

62% of companies believe that institutions and state administration employees were, more
or less, available to them in the past 12 months, whereas 59% of companies have

experienced problems in obtaining information/documents.

Trust in the state administration

As many as 58% of companies trust the state administration in general (all of the
institutions); when it comes to public authority, companies trust the President the most
(70% trust the President completely or mostly), whereas judiciary is trusted the least (51%
of companies).

In general, it is safe to say that companies with higher revenues have less trust in state
administration institutions, and that there is least trust in the judiciary i.e. institutions

focused on making or controlling finances.

Employees in state administration institutions

Family relations and friendships are perceived as the currently most frequent criterion for
employment (44%) and advancement (38%) in state administration, whereas the most

frequent criterion should be the competence of applicants (i.e. their performance general).
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Organization of state administration

Smaller companies, as opposed to larger ones, have a more positive perception of the
functioning of state administration and the decision-making processes affecting it. On the
other hand, the South region shows a more sceptical i.e. negative attitude, stressing the
political influence in institutions' functioning and decision making.

Basically, most companies believe that there are employees in state administration
institutions with no awareness of ethic standards (43%) i.e. that undeveloped awareness
is prevalent (20%).

Only 26% of companies believe that employees face disciplinary actions, in case of
breach of ethics in state administration institutions.

28% of companies believe that the current pay system affects the level of motivation in
civil servants, a more extensive and better involvement in state administration institutions
are not adequately rewarded (46%).

It is the opinion of 37% of companies that civil servants' salaries should be increased,
whereas only 9% do not agree.

Only 27% of companies believe that state administration employees are generally

satisfied.

Budget spending and public procurement realization

Over half of companies see the budget processes in state administration as NON-
transparent — mostly companies with over 250 employees.

Companies believe that political interests have affected the formation of legal provisions
relating to public procurement processes.

Only 16% of companies included in the survey have participated in a public competition at
a state administration institution/body — 69% won the competition, whereas 34% lost
because it was not really public procurement (due to the influence of friendships and

family relations).
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Quality of services provided by state administration

45% of companies evaluate work quality in state administration as (exceptionally) good,
whereas 21% say it is poor. In addition, most companies (54%) believe that work quality of
state administration has improved in the past three years.

In general, complicated procedures — too much "legwork" and paperwork, are seen as a
very frequent problem in state administration institutions and bodies.

As many as 83% of companies believe that improvements can be made in the quality of
work in state administration bodies. Most companies (58%) suggest that this could be
accomplished by applying stricter internal control of state administration bodies' work.
Insufficient funds and poor work organization are seen by most companies (44%) as the
biggest obstacles in the functioning of state administration.

Most companies (73%) believe that social circumstances in Montenegro are not
favourable for business development. More than half of companies claim that NOT ALL
companies get the same treatment and that the same rules do NOT apply to everyone —
mostly because of political influences (13% of companies) and nepotism (11%).

Half of respondents mention the lack of funds as the biggest obstacle for development and

growth of companies in Montenegro.

State administration service transparency and access to state administration resources

Only 26% of companies believe that the spending of state-owned companies' revenues is
transparent and in accordance with the law, whereas one third of companies feel the
same when it comes to adopting urban plans.

When it comes to obtaining construction permits, 21% of companies believe it is rarely or
never done legally and according to established procedures.

Almost half of companies believe that state administration institutions i.e. state-owned
companies are politically influenced (more frequently companies with the annual revenue

over 1 million €);
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Corruption

33% of companies believe corruption in state administration is very or mostly widespread
— mainly (51%) due to citizens' low living standard (low salaries, the crisis, unemployment
etc.).

Only 15% of companies see the current level of corruption in state administration as
higher than 3 years ago, whereas 43% believe it has decreased.

Companies mostly observe the following in civil servants: employing persons close to
them, regardless of competence (44%) and accepting smaller gifts in exchange for certain
services (47%), in comparison to some other types of behaviour.

13% of companies believe that more than half of companies have bribed someone in the
state administration in the past 12 months; 33% believe that there are no more than 10%
of companies that resorted to bribery.

25% of companies believe that civil servants frequently offer companies to resolve a case
in their favour, in exchange for compensation.

41% of respondents say that most (if not all) companies would accept civil servants' offer
to resolve a case in their favour, in exchange for compensation.

The President of Montenegro has been evaluated as completely or mostly NON-corrupt by
62% of respondents. All other institutions gave lower scores.

According to 42% of companies, corruption in the judiciary has the most dangerous
consequences for the development of society.

Only 1% (i.e. 2 companies) report having experiences with corruption in state
administration institutions. Others base their opinions on experiences of others and
information in the media.

21% of companies believe corruption has considerably or mostly spread to the "higher"
level.

61% of companies believe corruption in state administration is usually not reported,
primarily for fear of negative consequences or retaliation (54%).

In order to encourage citizens and state administration employees to report corruption,
companies believe it is necessary to provide protection i.e. security to persons who do

report it (22%), as well as stricter and more efficient laws (judiciary) — 13%.
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Only 6% of respondents have personally reported corruption in state administration,
whereas more than one third say they would report corruption if they encountered it.
Companies that would not report corruption give as the main reason their belief that
reporting would have no effect i.e. that it would not accomplish anything (40%).

Most companies (53%) believe that there is conflict of interest in state administration, but

to a lesser degree than other forms of corruption and irregularities.

Fighting corruption

Generally, the findings lead to the conclusion that companies have most trust in the Police
Directorate when it comes to fighting corruption, and believe this institution has had most
success in this domain (as opposed to other institutions battling this problem).

Repressive measures — various penalties, are mentioned by 21% of companies as the
best method for fighting corruption in state administration. Companies generally believe
that there is a need for better, more consistent implementation of laws and especially
penalties (that exist on paper, but are not applied).

At least 50% of companies believe that all mentioned institutions are conducting a
transparent i.e. public fight against corruption, especially in the Police Directorate (61%).
77% of companies believe that the Police Directorate is an important part of the anti-
corruption system; for all other institutions the numbers are somewhere between 55% and
60%.

Approximately one third of companies believe that all mentioned institutions are not
politically independent i.e. that they are politically controlled by the parties in power —
particularly the Police Directorate, for which 41% of companies believe is not politically

independent.
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A APPROACH TO STATE ADMINISTRATION SERVICES

Using the services of state administration bodies

Half of the companies included in the survey have used services provided by particular state
administration bodies (institutions) in the past 12 months. These are largely companies from the
North region; the probability of a company using services provided by particular state

administration bodies (institutions) increases with the number of its employees.

Figure 192. Using services provided by state administration bodies in the past 12 months;
N=201
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Figure 193. Reasons for visiting state administration bodies; N=102
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The most frequent reason for visiting particular state administration bodies (institutions) is paying
taxes (35%); more than 20% of companies have visited state institutions in the past 12 months for
the purpose of obtaining papers and various types of permits. Companies in the service industry

most frequently visited state institutions to obtain permits (35%), in comparison to companies in

other types of business.
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Most frequently visited institutions are municipalities (35%) and the Tax Administration (32%).
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Figure 194. Visited state administration body; N=102
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Experiences with state administration bodies

Some of the following questions were directed only to respondents/companies who have used the

services of particular state administration bodies in the past 12 months.

Only 9% of companies believe that the functioning of state administration bodies (mostly of fully)
does NOT satisfy users' needs. Half of respondents believe that the functioning of state
administration bodies is at a satisfactory level.

The largest companies (with more than 450 employees and annual revenue over 1 million €) to a

lesser degree find the functioning of state administration bodies satisfactory.

Figure 195. Functioning of state administration bodies satisfies users' needs; N=102

® Completely satisfies Mostly satisfies
= Both does and doesn't satisfy Mostly doesn't satisfy
®m Doesn't satisfy at all = No answer

Services provided by state administration bodies are considered (very or mostly) expensive by

almost 2/3 of companies, whereas only 4% believe they are not at all expensive.

Figure 196. Legal entities' price estimate on services provided by state administration
bodies; N=102

10% 54% 32%

= VVery expensive Mostly expensive Mostly inexpensive = Not at all expensive
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Over half of companies believe that prices for services provided by state administration bodies to
legal entities match the quality or services. Companies with higher annual revenues to a lesser

degree believe that prices of services match their quality and v.v.

Figure 197. Prices of services provided by state administration bodies match their
quality...;N=102

No; 45%

Yes; 53%

When asked whether the state administration bodies and employees were available on company
request in the past 12 months, 62% of companies give positive answers (always or frequently).

On the other hand, 5% of companies have had negative experiences.

Figure 198. Availability of state administration bodies/employees on company request;

N=102

= Always Frequently = Sometimes Rarely = Never = DK/NA
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59% of companies have experienced problems in obtaining information/papers from competent
authorities and state administration services, with respect to their companies' requests. The
largest companies (with over 250 employees) have had most problems getting

information/papers.

Figure 199. Obtaining information/papers from competent authorities and state
administration services; N=102

49 36% 47% 8% !1%

= Very simple Simple Somewhat difficult Difficult = Very difficult = DK/NA

Two thirds of companies have problems in taking care of their business in one place i.e. they
believe that it is impossible for legal entities to avoid being sent from pillar to post, from counter to
counter, when co-operating with state institutions. The North region and companies with the
largest number of employees (more than 250) largely share this opinion.

Figure 200. Existence of a single location in state administration bodies, where all
business can be taken care of at once; N=102

B Yes, in most cases
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Only 7% of companies received no reply from state administration bodies to requests for certain
information or services; 37% received a reply within the prescribed time limit, whereas 22%
received a reply after that period.

Replies within the prescribed time limit were received to a lesser extent by the largest companies

(with over 250 employees).

Figure 201. Reply from state administration to queries; N=102
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B TRUST IN STATE ADMINISTRATION INSTITUTIONS

8% of respondents mostly or completely distrust state administration in general (all its
institutions), whereas 58% trust it. Lower level of trust is generally expressed by companies with

the maximum annual revenue of 100.000€.

Figure 202. Trust in state administration in general and its institutions; N=201

= Trustthem completely Mostly trust them = Both does and doesn'ttrust them
Mostly doesn't trust them = Doesn'ttrust them at all = Doesn't know
- anll—— - —
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15%
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25%
38%
39% o
46% 39%
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32%
22% )
State administration| The president Parliament Government Judiciary

Among public authorities (the president, parliament, government and judiciary) companies have
most trust in the president (70% completely or mostly trust the president), whereas the judiciary is
least trusted (51% of companies). The Montenegro president is trusted mostly by companies with
50 to 250 employees, as opposed to companies with more i.e. less employees.

Large companies (with over 250 employees and annual revenue of over 1 million €) trust the

parliament, government and the judiciary less, in comparison to smaller companies.
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Figure 203. Trust in state administration institutions, sectors and bodies; N=201
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Among all other state institutions, sectors and bodies, the education system is trusted the most
(over two thirds of companies), whereas customs are least trusted — 21% of companies mostly or
completely distrust the Customs Administration.

Companies with the highest annual revenue (over 1 million €) show less trust in comparison to
companies with lower revenues, when it comes to: education, army, social and pension system,
whereas companies with the lowest number of employees (10 maximum) show the highest level
of trust in the education system.

In general, it is safe to conclude that the largest companies i.e. companies with the highest
revenue have less trust in state administration institutions, and the lowest degree of trust in the

judiciary and institutions focused on making or controlling finances.
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C EMPLOYEES IN STATE ADMINISTRATION INSTITUTIONS

Criteria influencing employment and advancement in state administration

Family relations and friendships mostly influence the employment process in state administration
— two thirds of companies believe that they influence the process to a lesser or larger degree. It
is, however, encouraging that party affiliation is seen as a less crucial factor for employment
(57%), i.e. its influence is on the same level as education, work experience, competence and
applicant's conscientiousness.

The higher a company's annual revenue, the more frequently it believes in a smaller influence of
competence, experience and previous performance on applicant's chances of getting a job in the

state administration.

Figure 204. Influence of particular criteria on employment in state administration; N=201
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Family relations and friendships of applicants were rated as currently the most common criteria
for employment in state administration (44%), whereas the respondents feel that the most
common criterion should be applicant's competence (i.e. work-related characteristics in general).

In the Podgorica region respondents to a lesser degree see applicant's family relations and
friendships as the most common criteria for employment in state administration, whereas most of
the largest companies (with over 250 employees) believe that the most important criteria should

be competence and education.

Figure 205. Comparison of currently most common and most desirable criteria for
employment in state administration; N=201
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When it comes to advancement, on the other hand, not one of the mentioned criteria stands out in
terms of any particular influence; however, applicant's conscientiousness (16% of companies)
and party affiliation (13%) are believed to have little or no influence on advancement in state
institutions.

The higher a company's annual revenue and number of employees, the higher the number of
those who believe competence, experience and work results have a smaller influence on

advancement in state administration.

Figure 206. Influence of particular criteria on advancement in state administration; N=201
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Identical to employment, applicant's family relations and friendships are rated as currently the
most common criteria for advancement in state administration (38%), whereas the most common
criteria should be competence, experience and performance.

Respondents in the North region and companies with annual revenues from 0,1 to 1 million €
mostly believe that applicant's family relations and friendships are the most common criteria for
employment in state administration, whereas the smallest companies (10 employees maximum)
largely believe that the most important criteria should be competence and

experience/performance.

Figure 207. Comparison of the currently most common and most desirable criteria for
advancement in state administration; N=201
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Organization in state administration

Companies believe that the organization within state administration institutions is professional

(57%), responsible (52%) and done according to the letter of the law, but also politically
influenced (50%); there is a smaller number of those who believe the functioning of state
administration is based on feedback from users and focused on improving service quality (42%).

Generally, the smallest companies (10 employees maximum) and those with the lowest annual
revenues have a more positive opinion of the functioning of the state administration institutions —
they largely believe it is: focused on improving quality, based on feedback from users, rational,
according to the letter of the law, professional, autonomous and systematic. Companies in the
Coastal region largely believe the functioning of state administration is influenced by politics and

individual interest.

When it comes to decisions affecting their functioning, state administration institutions make

professional (60%) and responsible decisions (57%).

The higher the number of employees, the less companies believe that decisions affecting the
functioning of the state administration are made transparently, systematically, autonomously or
that they are rushed. Companies in the South region to a lesser extent believe decisions are
made professionally i.e. they largely believe that the decision-making process is rushed,

systematic and politically influenced.

This leads to the conclusion that smaller companies have a more positive perception of
organization in state administration institutions, as well as their decision-making processes that
affect their functioning, as opposed to larger companies. On the other hand, the South region
shows more scepticism i.e. a more negative attitude, emphasising political influence to

organization and decision making in institutions.

. 202



Survey of the capacity and integrity of the state administration sector in Montenegro

Figure 208. Organization in state administration institutions; N=201
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Figure 209. Decision making in state administration, affecting its functioning; N=201
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Companies basically believe that in state administration institutions there are employees who lack
awareness of ethical standards (43%) i.e. that awareness has not developed (20%) among

employees in state administration institutions.

Figure 210. Awareness of ethical standards in state administration institutions employees;
N=201

- - b .

m Very developed awareness Fully developed awareness
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Only 26% of companies believe disciplinary actions are taken against employees in state
administration institutions, in case of breach of ethics; 44% believe they are applied only
sometimes and with very few sanctions, whereas 11% believe they are not applied at all.

Companies in commercial activities mostly believe that certain disciplinary actions are taken

against employees in state administration institutions, in case of breach of ethics.

Figure 211. Disciplinary action (sanctions) taken against employees in state administration
institutions, in case of breach of ethics; N=201
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Almost 60% of respondents believe that there is no system for precise performance appraisal of
each employee — largely companies with the lowest number of employees, 10 maximum (68%),
and companies from the South region (76%).

Figure 212. System for precise performance appraisal of each employee; N=201

Yes; 16%

46% of companies feel that a more extensive and better involvement in state administration
institutions does not result in adequate incentives — especially the companies in the South region
(65%).

Figure 213. More extensive and better involvement in state administration institutions
results in adequate incentives; N=201

No; 46%

37% of companies believe that state administration employees' salaries should be increased,

whereas only 9% say they should be decreased.
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Those who believe salaries should be increased propose an increase ranging from 10% and

30%. Those who believe they should be decreased, propose a decrease of 10% maximum.

Figure 214. State administration employees' salaries; N=201
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According to 28% of companies — mostly those with over 250 employees, the current pay system

affects the motivation of state administration employees. 19% believe it has no effect whatsoever.

Figure 215. Influence of current pay system to state administration employees' motivation;

N=201
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Only 27% of companies believe that state administration employees are generally satisfied.
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Figure 216. State administration employees are generally satisfied; N=201
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D BUDGET SPENDING AND PUBLIC PROCUREMENT REALIZATION

More than half of companies believe that budget processes in the state administration are NOT

transparent i.e. are not public and easily accessible to citizens — mostly companies with over 250

employees.

Figure 217. Transparency of budget processes in state administration; N=201
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Most companies believe that public competitions are conducted according to political interests
(37%), but also in accordance with the law (38%), whereas 25% believe they are objective and
another 25% that they are fair. The results lead to the conclusion that companies believe political
interests have largely formed the legal provisions relating to public competition processes.

Companies with over 250 employees to a lesser extent believe that public competition processes

are fair, transparent and conducted according to objective criteria.

Figure 218. Public competition processes; N=201
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Only 16% of companies included in the survey have participated in a public competition at a state
administration institution/body. These are mostly manufacturing companies in the North region,
with 50 or more employees and annual revenues over 1 million €.

Among companies which participated in public competitions, 69% have won a competition (mostly
companies with over 250 employees), whereas 34% lost because it was not genuine public
procurement, and the job was given to another company on the basis of family relations and

friendships, or because of some other non-transparent factors.

Figure 219. Participating in public competitions in state administration institutions; N=201
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7% of companies have at least once decided not to participate in a competition announced by the

state administration, because they thought the winner was decided in advance.
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Figure 220. Not participating in a public competition because the winner was decided in
advance; N=201
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E QUALITY OF SERVICES PROVIDED BY THE STATE ADMINISTRATION

Service quality

45% of companies evaluate the quality of work in state administration as (exceptionally) good,
whereas 21% see it as poor.
The quality of work in state administration is to a lesser extent seen as good by companies with

annual revenues up to 1 million €.

Figure 221. Evaluation of work quality in state administration; N=201
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According to the opinion of most companies (54%), work quality in state administration has
improved in 3 years; however, this opinion is less shared by companies in the South region

(33%), those in the service industry (44%) and those with over 250 employees (27%).

Figure 222. Work quality in state administration in comparison to the situation 3 years ago;
N=201
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Companies have had most contact with the Tax Administration in the past 12 months (71%), and
the least with the army (5%).

In the past 12 months, companies with over 250 employees and those in the North region have
had contact with most of the mentioned institutions, as opposed to other companies. The higher a
company's number of employees and annual revenue, the higher the probability of contacting the

pension system.

Figure 223. Contacting state administration institutions and bodies in the past 12 months;
N=201
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Over 30% of companies were not able to evaluate the work quality of the army (due to limited
contacts with this particular institution). Evaluations of other institutions are basically on a par,
with somewhat lower scores given to the pension and welfare systems.

Companies in the South region give lower scores to work quality of the army, customs, welfare
and pension systems; companies with revenues exceeding 1 million € give lower scores to the
army and state-owned companies, whereas companies with over 250 employees give better

scores to the education system and customs.

Figure 224. Work quality evaluation in state administration institutions and bodies; N=201
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Among the mentioned phenomena, most companies stress that in state administration institutions
and bodies there is (very often or somewhat present) the problem of being sent from pillar to post
(69%). Poorly equipped facilities is a problem very or to a degree present — opinion shared by
only 26% of companies.

Generally, companies believe that complicated procedure — too much "legwork™ and paperwork, is
very common when dealing with state administration institutions and bodies.

Companies with annual revenues exceeding 1 million € more frequently mention complex

procedures, paperwork, no online service, lack of promptness and poor price-quality ratio.

Figure 225. Presence of certain phenomena in state administration institutions and bodies; N=201

Very present Somewhat present Neither present nor absent
MNot presentto a certain degree = Not present at all = | don't know - No answer

Constantly being sent from pillar to post 34% 21% 7%
Alot of paperwork 34% 26% 1 1%'@ %

1%

Complicated procedures 32% 31% 12%3%! %o
Political dependence 20% 32% 8%..
Civil servants’ poor treatment of citizens BENEL 23% 31% 18% l|2%

Lack of online services 17% 19% 26% 17% ..

Poor price-quality ratio  BRNEZ 18% 33% 19% “
Denial of accessto all relevantfiles BERS 25% 29% 13% .l
Inconsistentimplementation of the law  BEFE 21% 33% 15% .l
Lack of promptness KPAZ 38% 29% 13% ||2%
Corruption §EFA  24% 33% 13% ..
Incompetent and unprofessional staff 26% 39% 12% .1%

Poorly equipped facilities ﬂ 21% 34% 24% -I%
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As many as 83% of companies believe that improvements can be achieved in the work quality of
state administration bodies - mostly companies in the North and Coastal regions, as well as

companies with over 250 employees.

Figure 226. Possibility of significant improvement of work quality in state administration
bodies; N=201

Yes; 83%

According to the opinion of the largest number of companies (58%), work quality in state
administration bodies can be improved by applying stricter internal control of bodies' work.
Increased work transparency and simplification of procedures, as means of improving work
quality, were options chosen by only one quarter of respondents. Companies with the highest
annual revenues (exceeding 1 million €) more frequently believe that work quality in state
administration bodies can be improved by increased work transparency (56%) and simplified
procedures (44%). On the other hand, companies with lower revenues (50.000 €, maximum) tend
to choose introduction of stricter penalties (56%) and pay increase for civil servants (52%) as the

best measure for improvement.
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Figure 227. Means of improving work quality in state administration bodies; N=167

Stricter internal control of work in the state 58,
administration °
Introducing the strictestlegal measures _ 41%

More precise legal solutions {defining scope
of activities and time frame}

Reducing corruption - 37%

Securing higher salaries for civil servants

Simplification of procedures forissuing
permits, documents...

More transparentfunctioning of state 269
administration °
Other ‘ 1%

Almost three quarters of companies believe that the work of state administration inspection

authorities is conducted in accordance with the law and public interest.

Figure 228. Work of state administration inspection authorities in accordance with the law
and public interest; N=201

6% 67% 21% 1

m Completely Mostly Mostly not = Not at all = DK/NA
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Insufficient funds and poor organization are aspects (among those offered) chosen by most
companies (44%) as those hindering the work and functioning of the state administration the
most. Companies in commercial activities more frequently emphasise insufficient funds (54%),

whereas companies with over 250 employees mention poor organization.

Figure 229. Aspects hindering the work and functioning of the state administration the
most; N=201

Insufficientfunds N 44%

Poor organization _ 44%
Corruption _ 20%
Insufficient motivation [N 20%

Insufficient co-operation and co-ordination within services - 18%

Toomany employees [N 18%

Insufficient co-operation and co-ordination between .
institutions - 17%

Poormanagement [ 15%

Political pressure in work and functionig - 16%
Inadequate professional employee structure - 12%
Inadequate educational employee structure - 10%
Insufficient number of employees l 4%
Insufficient co-operation and co-ordination with NGOs I 4%
Insufficient IT application I 3%
Other | 1%

DK/NA | 1%
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Business development

Most companies (73%) share the opinion that the social environment in Montenegro is not
favourable for business development. The most prominent are those in the South region, with

90% negative opinions on this particular subject.

Figure 230. Favourability of Montenegro social environment for business development;
N=201

2 259%, 51% 18% 'I1%

m Extremely Very m A little Very little = Not at all =E

Over half of companies, and especially those with annual revenues between 0,1 and 1 million €
(71%), believe that NOT all companies get the same treatment and that the same rules do NOT

apply to all.

Figure 231. Applying the same rules to all companies (same treatment); N=201

Yes; 48%
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As reasons for NOT applying the same rules to all companies, respondents most frequently
mention political influence (13%) and nepotism (11%), but 59% of companies failed to give any
reason. The largest companies (with over 1 million € in annual revenues and over 250

employees) mostly emphasise political influence.

Figure 232. Reasons for NOT applying the same rules to all companies; N=104
Political influence/political affiliation [N 13%
Nepotism - 11%

Monopoly [ 6%

Privileges . 5%

Bribe and corruption l 4%
Depends on a series of factors - in general I 3%
Other l 4%

DA [ 59%

One third of respondents believe that the current laws/regulations do NOT provide positive
conditions for business activity — these are mostly companies from the South region (51%), and to

a lesser extent companies with over 250 employees (18%).

Figure 233. Current laws/regulations create good conditions for business activities; N=201

DKI/NA,;
18%

Yes; 48%
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Half of respondents mention insufficient funds as the greatest obstacle for the development and
growth of Montenegro companies — these are mostly companies from the North region (68%) and

companies with the highest annual revenues (65%).

Figure 234. Greatest obstacles for development and growth of Montenegro companies;
N=201

Insufficient funds _ 50%
High taxes and duties - 20%

Complicated procedures - 11%

Administrative charges . 7%

Corruption I 4%

Frequentchanges of laws and I 39
regulations °

DK/NA I 3%
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F STATE ADMINISTRATION SERVICE TRANSPARENCY AND ACCESS
TO STATE ADMINISTRATION FUNDS

Only 26% of companies believe that spending of state-owned companies' revenues is transparent

and in accordance with the law.

Figure 235. Transparent and lawful spending of state-owned companies' revenues; N=201

Yes; 26%

One third of companies believe that adoption of urban plans is conducted transparently and in
accordance with the law — opinion shared by mostly companies in the service industry (44%), and

to a lesser extent companies with over 250 employees (18%).

Figure 236. Transparent and lawful adoption of urban plan; N=201

Yes; 34%
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21% of companies believe that obtaining construction permits is rarely or never done legally and
through established procedures — especially companies with the total annual revenue between
50.000€ and 100.000 €.

Figure 237. Obtaining construction permits is always done legally and through established
procedures; N=201

= Always Frequently m Sometimes Rarely = Never = DK/NA

Almost three quarters of companies that believe obtaining construction permits is rarely or never
done legally and through established procedures, were not able to provide a single example to

corroborate their statement.

Figure 238. Examples of construction permits not obtained legally and through established
procedures; N=43

There are many such buildings [ 12%

Montenegro coastal region
{Budva, Bar} . 7%

Mirax . 5%

Zavala I 2%
"Evropa” shopping mall I 2%

other [ 5%

Refusesto answer - 9%
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Almost half of companies believe that state administration institutions are influenced by politics
(largely companies with annual revenues over 1 million €); 30%, on the other hand, believe

institutions are completely or mostly independent.

Figure 239. Presence of politics in state administration; N=201

5% 25% 39%

m Completely independent from political parties
Mostly independent from political parties
Mostly influenced by political parties

= Completely influenced by political parties

= DK/NA

Identical to state institutions, most companies (45%) believe state-owned companies are
influenced by politics (mostly companies with annual revenues over 1 million €); 32% believe

institutions are completely or mostly independent.

Figure 240. Presence of politics in state-owned companies; N=201

% 39% 6%

® Completely independent from political parties
Mostly independent from political parties
Mostly influenced by political parties

= Completely influenced by political parties

= DK/NA
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G CORRUPTION

Scale of corruption in state administration institutions

33% of companies believe that corruption is very or mostly widespread in state administration,
19% believe it is mostly or not at all widespread, whereas 40% believe it either is or isn't
widespread. Companies with the number of employees ranging between 50 and 250 more

frequently have a positive opinion i.e. they believe corruption is mostly or not at all widespread.

Figure 241. Corruption in state administration; N=201

39 16% 40% 25% 8% | 7%
® Not widespread at all Mostly not widespread
® Both widespread and not widespread Mostly widespread
= Very widespread = DK/NA

Companies that believe corruption is spread to at least some degree (97% of all companies)
mostly (51%) say that this is due to citizens' low living standards (low salaries, the crisis,
unemployment and the like).

Companies with higher revenues (over 1 million €) to a lesser extent (40%) believe that low living
standards are reasons for widespread corruption, whereas companies with the lowest annual

revenues believe the opposite (61%).
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Figure 242. Reasons for widespread corruption in state administration; N=194

Low salaries; low living standards;poverty;

unemployment; crisis 51%

Mentality (awareness). immorality; habit - 11%

Personalinterests . 7%

Failure to penalize corruption; poor internal . 79,
control; lawlessness °

Nepotism I 5%
Insufficiently motivated employees I 3%

Crime; greed; easy money I 3%

State/situation in the state; unsatisfactory I 39
¢

government; politics
other [ 10

Dk/NA R 264,

Companies' comparison of the corruption level three years ago and in the present is very
encouraging. Only 15% of companies believe the current level of corruption in the state
administration has increased when compared to the past three years, whereas 43% believe it has
decreased. Large companies (with over 250 employees and annual revenues of over 1 million €)
are more sceptical i.e. more frequently tend to evaluate that corruption level has increased in the

past three years.

Figure 243. Corruption level in state administration in comparison to the past three years;

N=201

= Significantly reduced Somewhat reduced = Remained the same

30%

Somewhat increased = Significantly increased = DK/NA
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Companies to a greater extent notice the following in state administration employees: employing
persons close to them, regardless of competence (44%) and accepting smaller gifts in exchange
for favours (47%), in comparison to other similar behaviours. Employees least frequently use
professional secrets for personal gain (opinion shared by only 17% of companies).

Companies in the North region to a lesser extent notice almost all of the mentioned negative
behaviour patterns of state administration employees. Companies with annual revenues ranging
from 0,1 to 1 million € more frequently believe that civil servants hire persons close to them and
accept smaller gifts in exchange for a favour, whereas companies with revenues over 1 million €

more frequently mention employees taking a percentage of realized profit as payment for favours.

Figure 244. Presence of certain behaviours in civil servants; N=201

= Very present Presentto a certain degree
Both present and not present Not presentto a certain degree
= Not present at all = DK/NA
Employing persons close to 2504 19% o o
them, regardless of competence = Jue ’

Quid pro quof;\?éﬁ;ei%tipegﬁrndemanding a 19% 320, 10%..30

Accepting smalle;ag\igﬁrin exchange for a 33% 5% 12% Ii%
Accepting money in exchange for a favour EF&4 23% 30% 13% ..

Accepting substan:ci:\lfgg’;s in exchangefora 11% B 29% 0% .Ino

Taking a percentage of realized profit as
paymentfor a favour B 15% 30% 18%

11% 31% 21% ..

13% of companies believe that over half of all companies have in the past 12 months bribed

Using professional secrets for personal gain 3

someone in the state administration; 33% of companies believe that the share of companies

which have resorted to bribery is not higher than 10%.
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Companies with annual revenues from 0,1 to 1 million € disagree i.e. believe that the number of
these companies is higher than 10%.

Note: most companies in the North region refused to answer this question.

Figure 245. Estimate of the percentage of companies that have bribed someone in the state
administration in the past 12 months; N=201

® A large number of companies A little over half
m A little less than half A small number of companies
= Nobody - almost nobody (less than 5%) = DK/NA

Almost 80% of companies failed to estimate the average amount of bribes companies give to civil

servants. Out of those who did answer, 17% believe bribes are not higher than 1.000€.

Figure 246. Estimate of average bribe amount; N=201

__101 - 500€;

1000€; 4%

More than
1000€; 4%

25% of companies believe that some state administration employees frequently offer companies
to resolve a case in their favour, in exchange for illegal compensation or deal. Only 8% of

companies believe that state administration employees do not do this.
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Companies in the Central region and those with annual revenues ranging from 0,1 to 1 million €

largely(36%) believe that state administration employees frequently offer companies convenient
services in exchange for certain compensations.

Note: most companies in the North region refused to answer this question.

Figure 247. Civil servants offering companies convenient services, in exchange for certain
compensation; N=201

31%

= Frequently Rarely = Never m= DK/NA

41% of companies believe that most (or even all) companies would accept civil a servant's offer to
resolve a case in their favour, in exchange for illegal compensation or arrangement. Only 5% of
respondents share the opinion that all companies refuse such offers.

Companies with over 250 employees and those with revenues up to 0,1 million €, to a lesser
degree believe that most (all) companies accept such offers.

Note: most companies in the North region refused to answer this question.

Figure 248. Companies' reactions to civil servants' offer of convenient favours in exchange
for certain compensations; N=201

®m Everyone accepts Most accept
= Minority accepts = Everyone refuses any offers
= DK/NA

The President of Montenegro was rated as completely or mostly non-corrupt by 62% of
companies. All other institutions received poorer evaluations, especially the police, Property

Administration and judiciary (only 30-33% evaluated them as mostly or completely non-corrupt).
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Large companies (with over 250 employees and annual revenues exceeding 1 million €) largely
suspect corruption in some institutions — judiciary, welfare system, public procurement, pension
system; in addition to these, companies with highest revenues more frequently suspect corruption
in the police, health care system and state-owned companies.

Companies in the North region to a lesser degree suspect corruption in the tax system, whereas

those in the South region suspect corruption in the Property Administration.

Figure 249. Presence of corruption in sectors and institutions; N=201

= Not at all corrupt Mostly hon-corrupt = Neither corrupt nor non-corrupt
IMostly corrupt =Very corrupt = Doesn't know

9%

— —
B B
=) o
5 )

0
6%
19% 23%
| 190A) 230A)
0 37% 0, 0,
11% 28% 28% 23%
President Parliament Army Pension Government Welfare  Education State-owned

system system system companies
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Figure 250. Presence of corruption in sectors and institutions; N=201 (continuation)

= Not at all corrupt IMostly non-corrupt = Neither corrupt nor non-corrupt
IMostly corrupt =Very corrupt = Doesn't know

El K1 E1 E1 s i1 2
ok e gy

. 15%
13% 17% 17% . 23%, 18% 14%

25%

23% 0
. 23%
0 0
18% 13% 18% 22% 139 18% 15%
Public Police Health care Tax Judiciary Customs Property
procurement system  Administration Administration
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According to 42% of companies, corruption in the judiciary produces the most dangerous
consequences for the development of society — opinion shared by mostly larger companies (with

over 250 employees (73%) and revenues over 0,1 million € (55%)).

Figure 251. Institutions in which the presence of corruption produces the most dangerous
consequences for the development of society; N=201

uciciary - I 42

Paolice 30%

Health care system 27%

Montenegro
Government

21%
Education system 14%

Tax Administration 13%

Customs 12%

President - 11%

8%

Parliament
Property Administration - 7%
State-owned companies - 7%

Public procurement - 6%

Army 4%

Welfare system 2%

Pension system | 1%

D/NA N 23,
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Only 1% (i.e. 2 companies) admitted having experience with corruption in state administration

institutions — one company in public procurement, the other in judiciary.

Figure 252. Companies' experience with corruption; N=201

DK/NAEXY erience;

Has not had
experience;
80%

80% of companies have not had personal experience with corruption in state administration
institutions, whereas they form their opinions on the experiences of others and information
provided by the media. Half of the companies were unable to explain on what they based their

opinions on corruption.

Figure 253. Opinions of companies without experience with corruption were formed by...;
N=198

Other people’s experiences [ 13%
Themedia [N 11%
| have had personal experience [l 6%
Based on public opinion [l 3%
Everyday life examples [ 3%
Based on living standards | 1%
Problems with finding employment | 1%

Overall situationin the country | 1%

Other [N 21%
Doesn'tknow [N 51%
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Scale of corruption on "higher" level

21% of companies believe that corruption is also very or mostly widespread on a "higher" level
(11% less than state administration institutions); 9% believe that it is “mostly widespread” or
“‘mostly not widespread”. Almost 40% of companies failed to give an answer to this particular
question.

Companies with over 250 employees largely share a more negative opinion i.e. believe that

corruption is mostly or very widespread on the "higher" level.
When asked to give examples of this type of corruption, most of the 18 companies (who said

corruption is very or mostly widespread on the "higher" level) were not able/did not want to

answer.

Figure 254. Scale of corruption on "higher" level; N=201

® Not widespread at all Mostly not widespread
® Both is and isn't widespread Mostly widespread
= Very widespread = DK/NA

Figure 255. Examples of "higher level" corruption

Total 18 100%
Building permits 2 11%
Privatization 1 6%
Sale of the Maestral hotel 1 6%
lllegal construction 1 6%
Arsenal shipyard 1 6%
Embezzlement of public funds | 1 6%
Tenders 1 6%
DK/NO 11 61%
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Reporting corruption

61% of companies share the opinion that corruption in the state administration is basically not
reported, primarily for fear of negative consequences or retaliation (54%).

Because of fear of negative consequences, corruption in state administration is mostly not
reported by companies employing 50-250 people (67%), companies with the lowest annual

revenues (68%) and those with revenues ranging from 0,1 and 1 million € (75%).

Figure 256. Reporting corruption in state administration; N=201

2 15% 47% 14% 21%
m Always reported Mostly reported Mostly not reported
= Never reported = DK/NA

Figure 257. Reasons for not reporting corruption in state administration; N=201

m Fear of negative consequences
or retaliation

15% Fear of not having one's case

processed

Corrupt competent authorities
6%
Competent authorities would not
do anything about it

18% m Other

= DK/NA
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To encourage citizens or state administration employees to report corruption, companies believe
it is necessary to provide protection i.e. security to those persons (22%), as well as stricter and
more efficient laws (judiciary) — 13%.

Higher degree of protection i.e. security as a prerequisite for increased reporting of corruption is

mostly mentioned by companies with over 250 employees (45%).

Figure 258. Measures necessary to encourage citizens/state administration employees to
report corruption; N=201

Protection (legal... ); security; no - 229,

consequences

Better judiciary, stircter laws, efficient
solutions - 13%

Anonymity . 7%

Public condemnation, sanctioning, make . 6%
them an example to other citizens °

Higher citizen awareness l 5%

Courage, encouragement; support {from I 4
authorities, friends... } ¢

Rewards, compensations, incentives ‘ 1%
Appeal to citizens ‘ 1%

Campaigns, adds, surveys ‘ 1%

other [l 8%
DNA N 330,
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Only 6% of respondents have personally reported corruption in state administration, but more

than one third say that, if faced with corruption, they would report it.

Figure 259. Personally reported corruption; N=201

No; 88%

If faced with corruption, companies which would report it are most frequently those in the North

region, and those with lowest (to 50.000 €) and highest annual revenues — over 1 million € (47%).

Figure 260. Probability of reporting future cases of corruption; N=201

Yes; 39%
DK/NA; 43%
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27% of companies would report corruption primarily because it is the right thing to do. Among
companies, this is generally the most frequently mentioned reason (because it is the right thing to

do, for prevention).

Figure 261. Reasons for potentially reporting corruption in the future; N=73

Becauseitis the rightthing to do | 277%

To suppress corruption - 16%

Becauseitis my civic duty; a legal
obligation - 15%

For a better
society, state, environment - 1%
Out of moral obligation I 4%
Becaueitisillegal I 4%
Becaue of justice I 4%

Because my conscience tells me to ‘ 1%

otner [ 12%

Doesn'tknow - 7%
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Companies which would not report corruption (40%) as the main reason for not doing so provide
their belief that reporting would have no effect whatsoever i.e. that it would not accomplish

anything. Some (17%) are also concerned about potentially negative consequences.

Figure 262. Reasons for potentially NOT reporting corruption in the future; N=35

It would produce no results, it _ 40%
would not accomplish anything
Fear of negative consequences - 17%
Distrustin state authorities . 6%
Toreduce corruption I 3%
For personal safety I 3%

Other . 6%
Doesn'tknow _ 26%
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Conflict of interest

Most companies (53%) believe that conflict of interest exists in the state administration, but to a

lesser degree than other types of corruption and irregularities.

Figure 263. Presence of conflict of interest in state administration; N=201

11% 53% 16%

= Extremely present, more than other types of corruption

Present, but not as much as other types of corruption or irregularities
® There is minimum conflict of interest, not present
= NA

There are fewest of those companies (27%) that believe there is a great possibility of reliable and
timely discovery of conflicts of interest; they do, however, largely believe that there is a great
possibility of applying legal measures (35%) and application of adequate and efficient sanctions
(36%) in such situations.

Companies with lowest annual revenues (up to 50.000 €) to a somewhat higher degree believe
there is a great possibility of legal action and a reliable and timely discovery of conflicts of
interest. Companies in the North region largely believe in the existence of preventive actions and

preventing the possibility of conflicts of interest emerging in the first place.
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Figure 264. Possibility of fighting conflicts of interest; N=201

= Avery large possibility A large possibility IModerate possibility
Small possibility = Avery small possibility = DK/NA
Possibility of implementing adequate and . .
efficient sanctions to those in conflictof  JEEd  20% 31% 14%
interest
Possibility of prevention before the
occurence of conflict of interest 18% 32% 18%

Possibility of legal action in conflict of interest 24% 31% 14%

Possibility of reliable and timly discovery of
conflict of interest 19% 34% 20%
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H FIGHTING CORRUPTION

Evaluation of the institutions' success in fighting corruption is very low — companies have most
trust in the Police Directorate's fight against corruption — 33%. Scores for other institutions are

lower.

Companies with most employees (over 250) generally give the most negative scores to
institutions' success in fighting corruption, especially when it comes to: the Commission for the
Control of Public Procurement Procedures, Public Procurement Directorate, Commission for the

Prevention of Conflicts of Interest and the Directorate for Anti-corruption Initiative.

Figure 265. Institutions' success in fighting corruption; N=201

® Extremely successful Successful ® Both successful and unsuccessful

Unsuccessful = Completely unsuccessful = DK/NA

N == N D

13% 18%
34% 31% o
25% 28% o o
25% 24% 18%

[ 6% | [ B% | A% ] A% ] A% ]
Directorate for the Police Directorate Tax Administration Customs Commision on the
Prevention of Administration Prevention of
Money Laundering Conflicts of Interest
and Terrorist
Financing
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Figure 266. Institutions' success in fighting corruption; N=201 (continuation)

®m Extremely successful Successful ® Both successful and unsuccessful

Unsuccessful = Completely unsuccessful = DK/NA

18%

21%

10% L
15% 9
( 21% 14%
18%
34%
29%
22% 19% 20% 23% 20%
| o5/0 | | S5/ | A/ — A/ — —A/—
State Audit Public Procurement Property Directorate for Anti- Commission for the
Institution Directorate Administration Corruption Initiative  Control of Public
Procurement
Procedures
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Repressive measures — various forms of penalties, are spontaneously mentioned by 21% of

companies as the best means of fighting corruption in state administration.

Figure 267. Best means of fighting corruption in state administration; N=201 (spontaneous
responses)

Penalties {fines, prison sentences, termination of
employment; penalty policy} - 2

Improving living standards; increasing salaries - 13%
Reporting corruption/Combating corruption - 10%
Increased control {internal} - 9%
other [l 6%
Implementation of the law l 5%
Stricter laws/Stricter measures; change of laws I 3%
Raising citizens’ awareness I 3%
Police Directorate I 2%

Directorate for Anti-Corruption Initiative | 1%

DNA I 319,
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35% of companies believe that changing the law and implementing penalty measures are the
most efficient solutions to fighting corruption in state administration — opinion especially shared by

companies with annual revenues over 1 million € (60%).

Generally, it can be concluded that companies believe there is a need for better, more consistent

implementation of the law, and especially penalties (which exist on paper, but are not applied).

Figure 268. Most efficient measure in fighting corruption in state administration; N=201
(answer options)

Implementing the law and penalty measures _ 35%

Raising the general corruption awareness 24%
Appropriate law regulation 20%
Stricter penalties 17%
Other 1%
DK/INA = 2%
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Companies are most familiar with the Police Directorate (92%), whereas approximately two thirds
of respondents have heard of the Commission for the Prevention of Conflicts of Interest.

Mentioned institutions, with the exception of the Police Directorate, are to a considerably lesser
extent familiar to companies in the South region. The higher a company's revenue and number of

employees is, the higher the awareness of mentioned institutions.

Figure 269. Awareness of institutions; N=201

Police Directorate 92%

Directorate for the Prevention of Money 80%
Laundering and Terrorist Financing ¢
Public Procurement Directorate _ 78%

Directorate for Anti-Corruption Initiative 1%

State Audit Institution 66%

Commission on the Prevention of Conflicts of
Interest

64%
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At least 50% of companies believe that mentioned institutions are fighting corruption transparently
and publically, especially the Police Directorate (61%).

Companies with annual revenues ranging from 0,1 to 1 million € largely believe the same when it

comes to the State Audit Institution, as opposed to companies with least employees (10,
maximum).

Most companies from the North region believe the Police Directorate is fighting corruption
transparently and publically.

Figure 270. Transparency of institutions' activities in fighting corruption

= Completely public IMostly public Mostly not public = Not public at all = DK/NA

Police Directorate 19% 46% 22% I

Directorate for Anti-Corruption Initiative  FEEA 36% 31% I

State Audit Institution 2R 39% 29% I

Directorate for the Prevention of Money

0 0 0 0
Laundering and Terroristfinancing e e e l e
Commission on the Prevention of
Conflicts of Interest 8% 43% 26% l
Public Procurement Directorate % 47% 29% I 11%
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77% of companies believe the Police Directorate is an important part of the anti-corruption
system; numbers for other institutions range from 55% to 60%.

Police Directorate is seen as an important part of the anti-corruption system mostly by companies
with the highest annual revenues (over 1 million €), and companies with the largest number of
employees (over 250), as well as companies from the South region.

The higher the number of company's employees, the lower the degree of its perception of the
State Audit Institution and the Directorate for Anti-Corruption Initiative as important parts of the

anti-corruption system.

Figure 271. The role (importance) of institutions in anti-corruption system; N=201

= | believe it is an important part of the anti-corruption system
= | believe it only exists formally
= DK/NA

18%

25%

7% 18%

Police Directorate for State Audit Directorate for Public Commission on
Directorate  the Prevention Institution Anti-Corruption Prucurement the Prevention
of Money Initiative Directorate of Conflicts of
Laundering and Interest
Terrorist
Financing
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Most companies believe (59%) that the Police Directorate is producing visible results of their fight
against corruption. Numbers for other institutions range from 33% (Public Procurement
Directorate) to 44% (Directorate for the Prevention of Money-Laundering and Terrorist-Financing).
When it comes to the Directorate for Anti-Corruption Initiative, 40% of respondents state that the
institution produces visible results, while 36% believe the opposite.

The higher the number of company's employees and annual revenue, the lower their trust in the
Public Procurement Directorate producing visible results in fighting corruption; lower evaluations
with respect to result visibility for this particular directorate is present in companies in the Coastal
region.

The same goes for the State Audit Institution — the higher the annual revenue, the lower the trust
in visibility of this institution's results in fighting corruption; companies with the lowest number of

employees have better opinions of the visibility of results on the fight against corruption.

Figure 272. Visible results of institutions in fighting corruption; N=201

Il DK/NA
| No visible results
H There are visible results

Directorate State Directorate for Commission on Public Procurement
for the Prevention ) Anti-Corruption The Prevention of Directorate

of Money Laundering Audit Iniciative Conflicts of Interest

and Terrorist Financing Institution

Police
Directorate
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Approximately one third of companies believe all the mentioned institutions are not politically
independent i.e. that they are politically controlled by parties in power — specifically the Police
Directorate, which is by 41% of companies seen as not being politically independent. Although
Police Directorate is not perceived as politically independent, it is, however, seen as the most
important institution in the anti-corruption system, as most transparent, most successful in
comparison to other institutions, and as producing most visible results in the anti-corruption
system. There are two reasons for such findings. Firstly, the Police Directorate is the most familiar
system; there are least of those who do not have a clear attitude when it come to this institution,
and it was to be expected that the number of concrete answers relating to the Police Directorate
would be higher, in comparison to other institutions less familiar to respondents. Secondly, in line
with the higher degree of familiarity, there are also higher expectations from the Police
Directorate, as well as following its work and registering positive (efficiency, transparency,

results), but also negative features (political influence).

Mostly the largest companies (with over 250 employees and revenues exceeding 1 million €) and
companies in the service industry believe that the Commission on the Prevention of Conflicts of

Interest is politically controlled.
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Figure 273. Institutions' independence from political influences; N=201

B |ndependent from political party influence
= Politically controlled
= DR/MNA,

26% 26% 24%
Directorate for State Aucdlit Directorate for the Police Directorate Commission on Public
Anti-Corruption Institution Prevention of the Prevention of  Procurement
Initiative Money Conflicts of Directorate
Launcderingand Interest
Terrorist
Financing

Generally, it may be concluded that companies trust the Police Directorate the most in fighting
corruption, and that at the same time this institution produces the best results in this domain (as

opposed to other institutions dealing with this problem).
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5 STATE ADMINISTRATION SENIOR MANAGEMENT
METHODOLOGY

Survey included 6 in-depth interviews as well, conducted in July 2010.

Six in-depth interviews were recorded in audio format. Using the audio recordings, transcripts

were made and transformed into this report.

The basic goal of this method is to stimulate the in-depth interview, in order to examine the

attitudes or values of respondents on a given problem or topic.

Results obtained on the basis of in-depth interviews provide analysts, advisors, scientists and
others a better insight into the way of thinking of certain groups of people. In other words, while
using the classical survey method we are trying to obtain opinions on a certain topic from a large
number of people i.e. to find out which of the offered answers they prefer, in-depth interviews, in
addition to obtaining this basic information, are used to find out why people have positive or

negative attitudes towards a given topic.
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RESULT SUMMARY

Overall, the state administration in Montenegro has in the past few years experienced changes
with positive effects to its functioning. Citizens’ satisfaction and trust in state institutions have
increased, numerous procedures have been facilitated and expedited (e.g. issuing of documents,

shorter queues at counters), although there is still room for improvement.

However, state administration employees' satisfaction is still not high. Low salaries, inadequate
work conditions and lack of an incentives system are a big obstacle preventing them to perform

their jobs well, and considerably hindering the process of finding quality, competent personnel.

The Human Resource Management Agency has had a positive influence on the employment
process in the entire country: greater independence, better applicant control, a quicker process of

testing and selecting employees, whereas the criteria have been unified.

Online information on the functioning of state administration has caused the increase in its

transparency in all segments.

Budget spending and public procurement realization are processes controlled by many
institutions, thus considerably decreasing possibilities of fraud. Also, online access to information

on budget and public procurement processes has had a positive influence to their transparency.

Work quality in state administration has experienced positive changes in the past few years, the
most significant being the increased number of employees, which has made working with clients
faster, and improvement of information technology. However, the mentioned problems which
have a negative influence to state administration employees are also elements with the most
negative influence to the state administration work quality.

Persons reporting corruption are well protected and face no negative consequences for doing so.
The Police and the Directorate for Anti-Corruption Initiative are institutions most trusted when it
comes to reporting corruption, whereas nongovernmental organizations, although perceived as

an important element in fighting corruption, are not considered efficient enough.
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Conflict of interest for civil servants is legally regulated. These laws are mostly observed, and

possibilities of abuse of office are reduced to a minimum.

Politicization of the state administration is still present in Montenegro.

Although there have been visible significant changes in the fight against corruption in the past few
years, this problem is still present in Montenegro and demands a prompt solution. Corruption is

more frequently initiated by citizens.

For a more efficient fight against corruption it is necessary to raise citizens’ awareness, and
improve the implementation of legal measures accompanied by adequate penalties. State
institutions in charge of the fight against corruption are perceived as especially successful,

efficient and independent.
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ACCESS TO STATE ADMINISTRATION SERVICES AND TRUST IN THE
STATE ADMINISTRATION

Generally, citizen satisfaction with services provided by the Montenegro state administration has

lately been on the rise, although, there is still room for improvement.

Positive changes are mostly related to the more prompt and simplified procedures for obtaining
documents and papers at the Ministry of Interior, as a result of centralisation i.e. providing
different services in one place. These positive changes were also influenced by changes in

business hours.

To our knowledge, it all comes down to providing all services in one place, which is a good thing.
Therefore, progress has already been made in comparison to the previous period, when citizens
had to visit many different locations in order to obtain a document. Now it is all in one

place.<respondent quote>

There are, however, disadvantages that need to be attended to:
- although issuing all documents at the same location is perceived as a positive step, this
change resulted in longer queues at counters
- delays caused by civil servants' workload, as well as technical conditions at work
- insufficiently informed citizens on the documentation and materials necessary for

obtaining documents.

As possible solutions to mentioned disadvantages, respondents suggest the following:
- placing other services at the same location (e.g. services for issuing construction permits)
- automatization — e-government

- changing the regulations.

Opinions on citizen trust in state administration are divided. On the one hand, there are those who
believe mentioned changes have affected not only citizen satisfaction, but trust in state

institutions, as well.
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Those who believe Montenegro citizens do not trust state institutions, corroborate their claim by
the perception that civil servants do not perform their duties properly, thus not only diminishing
the reputation of institutions they work in, but also influencing overall dissatisfaction with these

very institutions.

Almost all respondents believe that citizens' trust in their institution is substantial, bearing in mind,
that this is a subjective evaluation. Most respondents corroborate their claims by survey results
demonstrating their clients' high degree of satisfaction. Here satisfaction primarily refers to
employees in certain institutions, described as extremely kind and helpful. Only a small number of

respondents believe there is citizen dissatisfaction.

| believe it is because of a team of young people who are working very hard. If we say we are
going to do something, we do it, and if there is something we cannot do, we don't say we are
going to do it. The surveys show that there is a very high level of satisfaction, and we are glad to
establish that. We do our best, our very best, by providing information, maintaining our image, our

presence in the media, by further education and presentations.<respondent quote>
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EVALUATION OF DIFFERENT STATE ADMINISTRATION SEGMENTS

Civil servants

Employing civil servants in the state administration is regulated by law and is mostly perceived as
fair, although there still are cases of nepotism.
Employment procedures in the state administration are regulated by law, but every institution
determines its own criteria. Generally, applicants must fulfil certain legally required criteria in
order to qualify for a job in the state administration institutions: competence, experience, passed
state exam, foreign language proficiency and IT literacy.
The Human Resource Management Agency has made considerable improvements to
employment process in the following ways:

- the process is now more prompt and simplified because everything is done in one place

- there is better control of applicants and tests

- higher degree of independent selection — considerably less nepotism

- standardized selection criteria.
Now there is a different institution specialized precisely in human resources. If a person failed to
make the cut, there is now way for them to get an appointment with you. So, if you were planning
to hire someone on the basis of personal connections, they still have to pass all the tests, and
then you can perhaps do something about it, but it is much more complicated than it used to be.
Therefore, the institution was given authority by the government to perform these activities, and to
test the applicants, to educate and so on.<respondent quote, Ministry for spatial planning and

environment >

Advancement in state administration is determined by employee's involvement, efficiency and
knowledge. Incentives have not been frequent lately, mostly because of the current economic
crisis. There are no noticeable differences between different institutions with respect to
advancement and incentives, given the fact that the decision to put employee incentives on hold
was a government decision and applies to all institutions.

Particular state institutions have systematic records and evaluations of all their employees, but
this is not a practice adopted my most institutions, since there is no developed employee

incentive and penalty system.
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Civil servants' satisfaction is mostly determined by their income. The Montenegro state
administration employees have typically low incomes, which is negatively reflected, causing
frequent fluctuations. Low income is also the main reason of difficulties in finding adequate
competent staff.
Besides income, state administration employees' satisfaction is influenced by other factors, as
well:

- inadequate workspace

- poor technical equipment

- mobbing (in some cases)

- European business hours (9-17)

- lack of employee incentives system.
Civil servants are most dissatisfied with their salaries. | also think they are not satisfied with the
working hours that have been changed to the European nine-to-five system, completely forced
and unnecessary. Employees are also dissatisfied with their workspace, a lot of people working in
small spaces, you have like five people working in an office that is meant for two persons. They
are dissatisfied with the incentives system, again, the budget being the biggest problem.

<respondent quote, the Directorate for Anti-Corruption Initiative>

In comparison to the business sector, the situation in the state administration is worse, primarily
with respect to finances and work conditions. Respondents, however, do mention some
advantages of working in state administration institutions, which are not found in the business
sector:

- less intense work

- possibility of taking time off whenever

- investments in employees, to the extent allowed by funds.
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There are certain aggravating factors when it comes to management and decision-making in state
administration institutions:

- provisions disabling the independence and hindering the decision-making process

- insufficiently competent management, hired on political grounds

- poor communication and work distribution among employees.

Respondents believe that the decision-making process related to the functioning of state
administration institutions is transparent, corroborated with the fact that all information is now
available to citizens online, thus significantly decreasing the possibility of abuse. Also, the

possibility of filing complaints in other institutions has had a positive effect on transparency.

Although there is generally some dissatisfaction with communication, all respondents are mostly
satisfied with the level of team work within their institutions. However, the mentioned lack of

competent management can sometimes be an obstacle to more successful team work.

You know that in order to achieve team work, team members have to satisfy the bare minimum of
quality standards. Personally, | dislike more when a team member doesn't know how do to
something properly or isn't doing any work at all, than | would not having that person there in the
first place. So, it's not implemented as much as it should be, and it's not going to change because
we do not have the best people here. There are no fantastic experts and competent people able
to join one of these teams. And to have a team, there must be team leaders. A team does not
function on its own, it is a structure lead by someone, directed. We are lacking both, and | think
that, even if we were to form teams, we do not have enough people. The only teams in
management are basically task forces or commissions established ad hoc, for the purpose of
particular tasks. | would be thrilled to have a team, but | do not have one.<respondent quote,
Ministry of Health>

Awareness of ethic standards at work has improved in the past few years, although still not
completely satisfactory. Ethic standards are in some cases applied selectively, whereas their

breach does not frequently result in sanctions.
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Budget spending and public procurement realization

As in the case of decision-making processes in the functioning of state administration, the budget
process is perceived as transparent, primarily due to information available online, contrary to the
findings of the general population, NGO and business sector surveys. In addition, the State Audit
Institution, which is independent, submits annual reports stating all noticed irregularities.
However, a smaller number of respondents doubt the complete transparency of the budget
process, since the public only has access to final budget decisions, and not information on the

criteria and priorities taken into account in the budget allocation process.

Numerous institutions, including the Ministry of Finance and the Public Procurement Directorate,
disable abuse and manipulation of state budget funds. Work methods and procedures related to
budget processes are regulated by law, thus enabling equal criteria and conditions for everyone,
in turn facilitating and hastening the process.

Attitudes are similar with respect to the public procurement process. Lately there have been
positive changes, with respect to this process being perceived as transparent, with minimum

possibilities of fraud.
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Work quality

As with other aspects of the functioning of Montenegro state administration, work quality has also

experienced changes for the better. Positive changes are most evident in the following aspects:

increased kindness of employees

hiring new staff, affecting efficiency and speed of performing duties

computerization

more prompt document issuing process.

However, regardless of positive changes, there are aspects in need of improvements, which are
currently a negative influence on the state administration work quality. These are primarily:

- improving relations between staff and their superiors

- lack of incentives system, diminishing employee motivation

- unsatisfactory salaries

- lack of funds

- unequal work distribution

- insufficient number of experts.

I would again like to mention that a superior's relation with their staff is very important. It is very
important to evaluate a superior's work quality in terms of their relation to their staff, and to
receive incentives for a job well done. A person's livelihood and work quality depends on it. You
know that in order to do any job, one has to be properly motivated — without motive there is no
energy, no will to work. <respondent quote, Directorate for the Prevention of Money-Laundering

and Terrorist-Financing >

Some of the possible means of improving mentioned disadvantages are: better employee
education, elimination of inefficient employees, improving work conditions.

Co-operation and communication between various state administration institutions is mostly
positive. Naturally, there are exceptions, i.e. there can be no generalisation of positive
experiences of co-operation between institutions, which primarily depends on persons employed

in given institutions.
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Satisfaction refers to:
- respecting scheduled deadlines
- helpful staff

- prompt delivery of information.

Together with occasional problems with employees, co-operation dissatisfaction is sometimes

caused by technical aspects negatively affecting deadlines.

In addition to other state institutions, co-operation with NGOs and the business sector is also
important, and is also satisfactory. Co-operation is related to financing NGO projects, and having

education workshops.

The level of satisfaction is also mostly high, when it comes to co-operation of different sectors
within a single institution. There are, however, certain aspects with negative consequences to co-
operation: competition among sector managers and physical separation (multiple locations), thus

making co-operation and communication between different sectors more difficult.
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Protection of persons reporting corruption

Legal provisions relating to the protection of persons reporting corruption are mostly respected,
more specifically, none of the respondents have heard of negative consequences of reporting

corruption.

If there is a number you can call and report certain corrupt activities, without identifying yourself,
without saying who you are, then | think this is respected. If you had the option of reporting a
corrupt activity that you were exposed to in any way, then | think it is respected, because you are
then protected without having to state you identity, even at the risk of someone providing false
information.<respondent quote, Directorate for the Prevention of Money-Laundering and Terrorist-

Financing>

The Police Directorate and the Anti-Corruption directorate are institutions the respondents would
most likely report corruption to, whereas in case of corruption within their institution, they would

turn to their superiors.

Nongovernmental organizations are not perceived as good institutions for reporting corruption to,
given the fact that they do not have any legal or institutional authority, or the capacity to solve
corruption-related problems. The only thing NGOs can do about corruption is alarm the public

about cases of corruption, but they cannot solve them.

When speaking of reporting corruption to the media, respondents believe it would be an
acceptable option only when corrupt activity has been confirmed i.e. when there is firm evidence,

otherwise it may be counterproductive.
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Conflict of interest among civil servants

Provisions of the Civil Service Law, relating to conflicts of interest, are perceived as good and
mostly obeyed. However, there are some suggestions for further significant improvements. These
are, for example, adopting international standards to the law, and granting greater authority to

particular institutions to investigate conflict of interest cases.

Preventive measures for preventing conflict of interest among civil servants:
- education
- clearly explaining consequences and sanctions in case of conflict of interest
- internal codes and procedures proscribing behaviour within a particular

institution.

Sanctions related to conflict of interest are determined by the severity of the offence, and

accordingly range from fines to employment termination.

The role of supervisory institutions in discovering conflicts of interest is legally regulated and very
important. Another important participant are persons in charge of selecting and appointing
members of certain commissions — their role is to investigate and exclude all possibilities of

conflicts of interest.

Respondents have not had immediate experiences with conflict of interest within the institutions
they work in, and were thus unable to answer to what extent sanctions are implemented in those

situations.
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TRANSPARENCY OF STATE ADMINISTRATION SERVICES

Transparency of services provided by the state administration should relate to the following
aspects of business activities:

- distribution and spending of funds

- annual business reports

- budget changes

- public procurement

- employment.

Respondents believe it is positive to have the option of every citizen gaining access upon request
to state administration files and documents, regulated by the Law on Free Access to Information.
However, it is questionable to what extent institutions actually abide by this law i.e. how
accessible certain information is to citizens. In addition, citizens are not sufficiently acquainted
with procedures necessary to gain access to documents and files, thus often making certain

documents unavailable to them.

However, giving citizens access to documents opens possibility of abuse, thus making it

necessary to take certain precautions to prevent such actions.

There is a law on free access to information. There have been a lot of improvements, because
there are documents that you can easily get access to now, that you would not even think of
asking for 10 or 20 years ago. Naturally, sometimes people ask for access to certain information
or document, but are not aware of the proper procedure, thus making them unavailable, and
leaving people thinking they were denied access. However, if you submit a valid request, it must

be granted. Therefore, there have been improvements.<respondent quote, Ministry of Health>

Politicization of state administration institutions in Montenegro is present and manifested in
appointing party members to most important positions within institutions. Opinions on this matter

are divided. Some respondents believe appointing political party members to executive positions
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is logical, whereas others believe it is a huge disadvantage, negatively affecting the functioning of
the state administration.

You can tell by the appointment of executives and the institution itself. It has become understood
that these are positions meant for party members, and the worst of all is that it is preventing the
sanctioning of negligence, or lack of knowledge or efficiency, as well as changes for the better,
because these are, basically, untouchable people appointed for god knows what reason, with
work being the last thing on their minds — whereas work is what we are here for. That is not the

least bit stimulating.<respondent quote, Ministry of Health>

Politicization of the state administration must exist in any country in the world when it comes to
appointing executives. It is inevitable, since there is a party in power forming the government, it is
only natural that appointed ministers would be members of that party.<respondent quote, Anti-

Corruption Initiative>
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CORRUPTION

Although there have been positive changes recently, corruption still exists in the state
administration of Montenegro. Respondents have never personally encountered corruption and

believe it does not exist in the institution they work in.

Corruption is most present in activities involving direct contact with people, especially in

inspection authorities.

Reasons for the existence of corruption in the state administration:
- civil servants' low salaries
- inadequate transition from the "old" social system to the "new"
- mentality of persons at certain positions

- capacity insufficiencies.

You know how it is; there won't be corruption if you finish your work on time. Here, we demand
cases be finished quickly, so if | were to keep a case unfinished for a month, two or three, I'd be
sending out a clear message to the party involved that | am interested in making a deal. But, if |
were to finish a case right away, issue a licence or a permit, it would not occur to anyone to resort

to bribery.<respondent quote, Ministry for spatial planning and environment>

Attitudes are not uniform with respect to changes related to corruption in Montenegro in the past
three years. However, most respondents agree that there have been visible positive changes,
influencing the decrease of corruption in the state administration, and evident in the following:
formation of state bodies in charge of reducing corruption, adoption of action plans, media
campaigns, new laws enabling certain measures against corruption (tapping and recording
telephone conversations, following suspicious persons), greater transparency in the functioning of

state administration, and education.

Well, | guess it has decreased. | do not have complete insight and | do not contact or

communicate with those persons, so | cannot say anything for sure, but just from observing | get
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the feeling that the atmosphere has changed, leaving less room and options for those kinds of
activities than earlier. I'm sure the activities, the formation of certain state bodies, their activities
and police activities, the extensive media campaign, adoption of certain action plans and
strategies have affected persons who might have found themselves on either side of a corrupt
activity. I'm sure it discouraged them to try something like that. These are circumstances affecting
people’s awareness. And that is very important.<respondent quote, Directorate for the Prevention

of Money Laundering and Terrorist Financing>

Some respondents believe that corruption has been on the rise in the past three years,

mentioning numerous cases of illegal construction, legalized later on.

Although corruption exists in both directions (state administration employees approaching citizens
and v.v.), corrupt activities are more frequently initiated by citizens. The consequences state
administration employees would face in case of initiating corruption are significantly more severe,

which is why they are less prone to take part in such activities.

However, according to some respondents, when corrupt activities are initiated by citizens, it is
often difficult to know the difference between corruption and gratitude for a service rendered - a
custom typical for Montenegrin mentality, meaning there should be more specific definitions of

what constitutes corruption, as opposed to gratitude.

Positive changes with respect to fighting corruption have encouraged Montenegrin citizens to

report corrupt activities, providing them with various options of doing so anonymously.

Transparency and control of budget processes and distributing strategically important jobs have
significantly reduced corruption, as well as the possibilities for abuse of office. Also, budget

procedures and budget distribution are complex, thus disabling opportunities for corruption.
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FIGHTING CORRUPTION

Raising the level of general corruption awareness, enforcing laws and legal measures, as well as
introducing stricter penalties (seizure of property) are perceived as the most efficient means of

fighting corruption.

Any type of awareness raising and definitely stricter penalties. The law may be this or that,
interpreted in one way or another, but if people's awareness is raised, those on both ends of
corrupt activities will at least be careful, and if penalties are stricter, it will definitely produce
results and the desired effect.<respondent quote, Directorate for the Prevention of Money

Laundering and Terrorist Financing>

| believe that the basic means for fighting corruption are implementation of laws and introduction
more severe sanctions, the literal implementation of laws.<respondent quote, Directorate for Anti-

Corruption Initiative>

Directorate for Anti-Corruption Initiative is perceived as a very active institution in fighting
corruption. This positive perception is related to:

e very good results

e independence and non-politicization of the institution

e implementation of international standards in fighting corruption.

The State Audit Institution is perceived similarly — as independent and performing its duties in a

quality manner.

| do believe they are doing quality work; now, | don't know whether they face some technical
obstacles not relating to law. Overall, | feel like some other institutions are perhaps not doing
their job completely, even if the State Audit Institution does everything it is supposed to do. From
their statements in the media and their approach to their commitments, | gather they are doing
their job.<respondent quote, Directorate for the Prevention of Money Laundering and Terrorist

Financing>
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Other institutions as well - the Central Bank of Montenegro, Directorate for the Prevention of
Money Laundering and Terrorist Financing, Public Procurement Directorate, Commission on the
Prevention of Conflicts of Interest and the Police Directorate, are also perceived as extremely
efficient and active in fighting corruption. These institutions are also typically independent,

efficient and producing positive results.

Some NGOs can also be good partners to the state administration in fighting corruption, even
though they tend to be too aggressive in some situations. Their most important role in fighting

corruption is publishing corruption cases in the media and attracting the attention of the public.

Co-operation with media is perceived as decent and good, but there is, however, the opinion that

on many occasions media were not used properly i.e. to the full extent.
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Recommendations

Synthesis of conducted surveys proposes recommendations for the following actions:

Simplification of services for users. Too much paperwork, constantly sending people
from pillar to post, complicated procedures and poor organization are the most common
problems in the functioning of state administration, regardless of population type. Such a
way of providing services decreases efficiency in the functioning of state administration.
These aspects are a problem bigger than corruption itself. The priority is to analyze critical
points in delivering various services to state administration users, detect bottlenecks and
identify ways to eliminate them.

One-stop shop system. One of the specific solutions to the problem of complicated
services. The general population believes that such solutions do not exist in state
administration institutions, and therefore users’ problems must be solved by providing all
services in one place wherever possible, and users should be informed about places
where one-stop shop system already exists.

Service users and state administration employees should be encouraged to report
corruption. Two things should be done: a) anonymity of people who report corruption
should be ensured because corruption will not be reported unless there is anonymity and
a feeling of security, and b) realistic trust should be established that reporting corruption is
useful, i.e. that reported cases will be investigated and processed, thus sending out a
clear message that corruption is not worth it.

Communicate to the public the real criteria for employment and advancement in
state administration institutions. General population, business sector and non-
governmental organizations believe that employment and advancement in state
administration is based on family and friendship relations, as well as on party affiliation.
On the other hand, state administration employees and senior management claim the
criteria comprise level of education, expertise and experience, emphasizing an important
role of the Human Resource Management Agency, which is in charge of human resource
issues. Perceptions of service users and service providers (state administration
institutions) regarding this important issue should be brought closer together. Users’ trust
in state administration institutions largely depends on the way users perceive civil servants
in state administration institutions.

Conduct an analysis of state administration employees’ satisfaction. 61% of civil
servants say they are generally not satisfied. Sources of satisfaction and
dissatisfaction, factors that motivate employees and make them more satisfied, and
factors that contribute to their dissatisfaction should be identified. There will be no
progress in efficiency without satisfied state administration employees.

Develop employee incentive system in state administration institutions. This is a
specific step to be taken based on the previous recommendation. In most institutions such
a system does not exist and the existing system for determining salaries is not motivating.
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There is a need for a system that would transparently connect performance, engagement
and expertise with income and motivate employees to perform their duties more
devotedly.

Increase awareness of institutions in charge of the fight against corruption. Other
than the Police Directorate, institutions are not widely known to the general population and
other users of state administration services, at least one third of adult citizens have never
heard of them. Only 49% of citizens, 76% of NGO representative and 71% of company
representatives have heard of the Directorate for Anti-Corruption Initiative.

Bring closer the perceptions of service users and state administration institutions
regarding budget spending and public procurement. Service users (citizens, business
entities, non-governmental organizations) believe that budget processes in state
administration are not transparent and do not respect legally defined time frames,
whereas public procurements are strongly influenced by politics. On the other hand,
service providers are of opposite opinion, there is transparency and everything functions
properly, state administration senior management mention that everything is publicly
available online. This discrepancy in the perception of budget spending and public
procurements should be eliminated; service users should be made more familiar with
ways to monitor these aspects of functioning of state administration institutions.

Bring closer the perceptions of service users and state administration institutions
regarding the transparency of services and access to state administration funds.
Service users (citizens, business entities, NGOs) have objections (files and documents
are not available for review, revenues are not spent transparently, there is politicization
and illegal issuing of construction permits), state administration employees see a much
smaller problem in that, senior management says there is Law on Free Access to
Information. In order to improve service users’ trust in service providers, their perceptions
should be brought closer together, and service users should be informed about
possibilities and ways of gaining access to files and documents.

Develop awareness about corruption as a problem. Progress in the fight against
corruption will not be possible without preventive education methods. Respondents in this
survey are aware of that, mentioning this as one of the key aspects in the fight against
corruption. Education about corruption and its consequences, as well as sanctions for
corrupt activities, could have positive effects.

Stricter sanctions for corrupt activities. Also mentioned as one of the main aspects that
could reduce corruption in Montenegro. Respondents believe that exemplary sanctions
could have positive repercussions.

Improvement of capacities of the state administration institutions as an anti-
corruption measure. A functional state administration providing efficient service to
citizens will not motivate citizens and business entities to engage in corruption, they will
get satisfactory service during regular procedures. This aspect was recognized and
directly mentioned only by state administration senior management. Some of the steps
that could be undertaken within given financial limits include more employees, higher level
of employee expertise, better work conditions and computerization (digitalization).
Adequate law regulations as an anti-corruption measure. Adoption and
implementation of laws, clearer regulations and procedures are just some of the measures
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for which there is a wider consensus that they would contribute to the fight against
corruption.

Use of media. Publishing corruption cases, informing citizens and other users of state
administration services about their rights and how to exercise them, about possibilities to
report corruption and so on. Given that better informing, raising the level of awareness,
education and change of perception are frequently mentioned in this report, it is obvious
that the media play an important role.

Influence of non-governmental organizations. Two aspects were mentioned: direct co-
operation with state administration institutions and co-operation with the media regarding
publishing of corruption cases in the scope of interest of non-governmental organizations.
Proper positioning of (civil servants’) standard of living and salaries. It has been
often mentioned that one of the main reasons for corruption in society is because of civil
servants’ low standard of living and low salaries, as well as the low salaries in general.
Two things should be pointed out. First of all, it is not possible to influence these aspects
directly in order to suppress corruption. Secondly, a relatively low standard of living and
low salaries are as much a cause of corruption as they are a consequence of it.
Corruption, loss of tax revenues and other damages stemming from corruption (slow and
reduced investments, loss of a country’s reputation, etc.) decrease the standard of living
and increase poverty. It is important to raise awareness about that, otherwise there is a
risk that the low standard of living and low salaries will become excuses for corruption, not
just explanations of it, as well as that, because of poverty, in people’s mentality corruption
might become something necessary, indispensable. This could severely jeopardize all
other efforts to suppress corruption.
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Comparative findings by segments — agreements in opinion

There are three findings with a high degree of agreement regarding all the segments included in
the survey.

Reduced corruption compared to three years ago. Likewise, the quality of services
provided by state administration is perceived as better than three years ago. There has
been progress and things are moving in the right direction. The optimum has not been
reached yet, there is plenty of room for improvement, but the situation is better than it
used to be. This is definitely the main positive finding of the whole survey.

Complexity of the system of providing services is a bigger problem than corruption.
People being constantly sent from pillar to post, complicated procedures, poor work
organization, inability to obtain everything in the same place and too much paperwork
were mentioned as bigger problems in the functioning of state administration bodies than
corruption itself. Therefore, corruption needs to be correctly positioned, it represents a
serious problem given its nature, even when occurring only sporadically, yet it is not the
only and definitely not the biggest problem users of state administration services face.
Capacity and other aspects of providing services call for a systematic approach and
corruption is just one segment of it.

Poor position of state administration employees. No adequate employee incentive
programs, no motivation for better performance, better performance is not adequately
rewarded, employees’ satisfaction is low, salaries should be higher, these are the issues
recognized by all segments. When poor work conditions, big fluctuations, often better
conditions in the private sector and a shortage of staff connected with it are taken into
consideration (issues mentioned by employees and senior management, i.e. segments
with a better insight), it becomes evident that state administration employees represent a
weak link in the chain and require systematic expert attention under given limitations.
Otherwise, their state will affect their work performance, as well as the general mood and
occurrence of corruption.
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Comparative findings by segments — disagreements in
opinion

Findings regarding corruption without respondent agreement are as follows:

Level of corruption. General population, business sector and to a lesser extent non-
governmental organizations believe corruption is widespread in Montenegro. On the other
hand, civil servants say that corruption is just a sporadic occurrence, state administration
senior management say they had no direct experience with corruption and do not know of any
specific cases of corruption, as well as that the legislative framework, control mechanisms and
transparency eliminate possibilities for corruption. A similar pattern was present regarding
employment and advancement in state administration institutions, budget spending and public
procurement, service transparency and access to state administration funds: users (primarily
business entities and citizens, followed by NGOs) have complaints and relatively negative
attitudes, civil servants believe the situation has improved, state administration senior
management say they have never heard of any cases of errors and oversight, everything is
transparent, can be checked easily and there is a legislative framework and institutions
governing these processes, and that the situation could not be any different, anyway. Clearly,
service users largely speculate and project, on the basis of information gathered in the media
and from other users, whereas service providers insist on actual facts.

Level of knowledge about institutions in charge of the fight against corruption. Non-
governmental organizations, business entities, and in particular general public, are not well
acquainted with some of the institutions and do not have much information about them.
Service providers (state institution employees and state administration senior management)
have a significantly higher level of knowledge and insight into institutions in charge of the fight
against corruption. For example, 49% of citizens, 76% of NGO representatives and 71% of
company representatives are familiar with the Directorate for Anti-Corruption Initiative. What
all segments have in common is the fact that the most familiar institution is the Police
Directorate, which is considered to be the most transparent, producing most results and the
most important of all institutions in charge of fighting corruption. Given the specific knowledge
and experience of different groups, findings about the level of knowledge about these
institutions were expected.

Perception of initiators of corruption. General public, business entities, and to a lesser
extent non-governmental organizations, are of opinion that the employees in state
administration institutions initiate corruption (although that does not mean that employees are
perceived as the only initiators of corruption), civil servants believe it is not often the case and
state administration senior management as a rule do not believe that to be the case (they
believe users of state administration services are the ones with a motive to initiate corruption),
but they do not exclude that as a possibility. These findings were also expected and are
similar to the first group, according to which service users see problems as very prominent,
whereas service providers talk about negative occurrences and problems in the functioning of
state administration with much more caution.
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