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The digital transformation of administrative services remains complex. At the local level, the national panorama appears
fragmented (asymmetrical/limited capacities in human resources, technology, infrastructure and institutions). The government
has undertaken serious commitments, with interventions at the national and regional levels. To maximize the potential/trust that
digitalization carries, the contribution/engagement of actors also plays an essential role, where an important actor is the private
sector.

What are the challenges so far and what are the business expectations?

In the absence of
assessments focused on
business expectations
towards the digital
transformation of local

services

Y
|

Strategic

Local administrative
services:

physical/digital/priority
[cost/quality

Fiscal communication/
inclusiveness/
transparency (information,

access), corruption

)

Other (real estate - fiscal
cadaster, etc.)
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e National and international reports, laws/sub-legal acts

¢ Analysis of official data from secondary sources

¢ Synthesis of findings and recommendations to date

e The Secretariat's work to date on issues in local government

e Analysis of issues from individual businesses and business associations filed with the
Secretariat during the period 2015-2024

e Direct consultations at the local level with representatives of the municipalities of Elbasan,
Korca, Kolonja, Durrés, Lushnja and Tirana

eConsultations at the technical level (focus groups) with representatives of businesses in Korca
and Durrés

eFocus group with experts and business associations (Tirana, April 14, 2025) with the
participation of the Tirana Chamber of Commerce and Industry, the Builders Association, the
Real Estate Association and other interested associations/actors.

e Structured Questionnaire (submitted online)
* Focus — Analyzing business challenges hindering the digital transformation of local services
e 163 anonymous responses
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v’ Small business taxes - High, disproportionate and imposed on commercial units according to secondary
addresses and not only once in the name of the entity.

v’ The blocking of bank accounts by the tax administration is uncoordinated with second-tier banks and
penalizes them and their clients (taxpayers). The blocking of the administrator's personal bank accounts as a
means of coercion for the settlement of obligations by the company is an abusive practice.

v’ The temporary tax on educational infrastructure has now become permanent. It is not based on the spirit of
the new legislation on local self-government finances.

v’ Outdated and unpublished Decisions of Municipal Council.

v’ Interaction through e-Albania is problematic.

v’ The level of taxes/tariffs and the return on quality services to business are in inverse proportion.

v’ The social housing tax is unfair - The Municipality illegally issues bylaws with the VKB at a time when these acts
should be issued by the Government.

v’ There is a lack of transparency on the use of revenues collected from the infrastructure impact tax from new
construction.

v' Lack of cooperation with the Shkodra DRT on business formalization.

v’ Local taxes and fees for entities in the field of agribusiness are not appropriate.
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Cross-Sectoral Strategy for Decentralization and Local Governance 2023 -2030

GOAL

Expanding digital governance at the local level
to deliver government services and programs
in a more efficient, transparent and cost-
effective manner.

OBJECTIVES:

Objective 1: Informing decision-making and
defining a clear roadmap for all levels and
stakeholders involved in the Digital
Transformation of Local Government.

Objective 2: Digitalizing the provision of local
services and integrating them into the e-
Albania portal.

MEASURES:

1. Implementation of electronic services on
the e-Albania platform. 2. Implementation of
the application handling and management
system. 3. Creation of an electronic system of
electronic records and documents. 4.
Implementation of the e-inspection system. 5.
Implementation of the e-fines system for the
Municipal Police. 6. Establishment of an online
system of local taxes and fees. 7.
Establishment of a financial system for
accounting and warehouse management. 8.
Development of unified official websites for
each municipality. 9. Implementation of a
system for managing public works. 10.
Establishment of a system of electronic acts of
the Municipal Council and their publication.
11. Establishment of a centralized hardware
infrastructure for local government ICT
systems. 12. Coordination with LGUs and
support for the most efficient provision of
local services in electronic form based on
standard operating procedures, service
provision guidelines, etc.

A performance grant based on Indicators has been approved — Budget Law 2025

[The Digital Readiness Assessment of Municipalities and Public Services in Albania has been completed ]
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2.1 FINDINGS - LIMITED STRATEGIC I
COMMITMENT

Strategic plans do not sufficiently acknowledge the private sector as a key stakeholder in local
development

No performance indicators exist for business services, despite their impact on local revenue
and development
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Digitalization is a facilitating tool, yet businesses are skeptical of its benefits due to weak
institutional support and local administrative capacity

Would you prefer more digital interaction (obtaining
online services) with the Municipalityadministration
instead of physical counters?

No, entirely physical counters I 3%

| would like to have the option to choose between 479
online services and physical counters

0% 10% 20% 30% 40% 50% 60%
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Among businesses that have used the service, 48% reported a somewhat positive experience,
primarily due to perceived time savings in accessing the service.

Municipalities face issues such as system failures, poor maintenance, and unclear division of

responsibilities.

Thinkingabout your last visit to the e-permits portal (Application for
building permits in e-Albania), how satisfied were you with the entire
experience?

somewhat/completely

48%

neutral 24%

0% 10% 20% 30% 40% 50%

Satisfied/very satisfied

Application for issuing a development permit at the Local
Government Units

Request for issuing a preliminary declaration for the
performance of works
Request forissuing a certificate of occupancy
Application for a building permit at the Local Government
Units

For a request to extend the deadline for a building permit at
the Local Government Units

Application for a building permit for new buildings or
additions, with a total area of up to 250 m2 at the Local

Application for changing the subject of a building permit at
the Local Government Units

Application for issuing a permit to review the conditions of a
building permit

Application for a permit to demolish a building at the Local
Government Units

Application for issuing a permit to change the activities
60% and/or functions of an individual unit

., 07
I 0
I 0
I 00
I 15
. 18%
I
I, 15%
I, 15%

I 1

0% 5% 10% 15% 20% 25% 30%
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Implemented in around 52 municipalities, one-stop shops are seen as moderately successful.
They are especially appreciated by both businesses and local administrations for simplifying
procedures related to 'Request/Complaint' services.

One-Stop Shop

Our municipality does not have an OSSH - 9%
| have not contacted the OSSH _ 43%

0% 10% 20% 30% 40% 50% 60%

If you have used the services of the One Stop Shop at the
municipalityinthe last 12 months, how satisfied are you
with your experience:

39%

Some/completely

Neutral, did not make any difference 31%

Little/Not at all

30%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45%



2.2b FINDINGS - DIGITALIZATION AND IC|
ADMINISTRATIVE BURDEN

Positive business expectations toward the digitalization of local services are largely driven by its
potential to reduce administrative burdens through lower costs, time savings, and decreased
bureaucracy.

Inyour opinion, receiving local public administrative services electronically
(digitalized) will help reduce the administrative burden for your company (time
spent, financial costs, etc.)to obtain services.

Has receiving public administrative services electronically reduced the
administrative burden for your company?

0% 20% 30% 40% 50% 60% 70% 80% 90% 0 10 20 30 40 50 60%
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Less physical contact with administration is seen as a factor in reducing corruption.

In your opinion, receiving local public administrative services electronically (digitalized) will
help reduce corrupt practices due to the lack of physical contact with local administration
employees.

Don't know/no answer

Yes _ 730/”
No, it has not reduced
| don't know - 10%
Yes, to some extent
No 17%
Yes, significantly
0% 10% 20% 30% 40% 50% 60% 70% 80%

0%

Has receiving public services electronically (digitally) reduced corrupt

practices in relation to institutions?

5%

17%

34%

44%

5% 259 30% 35% 40% 45% 50%

o
x
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At the national level, the provision of digitalized services by local government units remains
uneven and, in some areas, quite limited.

Some municipalities, supported either through their own budgets or by development partners,
have invested in platforms and digitized internal workflows, primarily for fiscal services offered
to businesses and citizens."

Tirana Municipality offers two online services to businesses: notification and collection of
mandates for fiscal obligations, and certification of payment for all local fiscal duties. These
services are accessible through the municipality’s platform as well as the e-Albania platform
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Priority - Handling requests and complaints, fiscal services such as notification,
obligations and payment, as well as the administrative appeal process.

Which administrative services provided by the Municipality do you think should have priorityin
digitalization- more priority?

Request/Complaint | IS 519
Fiscal Services (Taxes and Fees — notification of liability and method of calculation,... NI S0%
Administrative Appeal (Taxes and Fees) I 0%
Deregistration of Business for Local Taxes and Fees | 7 7%
Receipt of Certificates (e.g. for settlement of fiscal obligations, etc.) NI 5
Initial Business Registration for Local Taxes and Fees | NN 20
Cleaning Services (Determination of Waste Disposal Site) [ NG G0
Public Space Usage Permits I GG
Transport Services I 6%
Fire Protection and Rescue Services | I N G500
Territorial Planning and Development Services I 0%
FuelServices I 50%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

calculation of
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Only 20% of businesses have noticed an improvement in accessing local services over the past
12 months, while 46% continue to find communication from Local Government Units

unsatisfactory.

In the last 12 months, have you noticed an
improvement (facilitation) in the benefit of
administrative services provided by the Municipality?

The situation has worsened - 18%

0% 10% 20% 30% 40% 50% 60% 70%

How do you generally evaluate the municipality's
communicationwith businesses?

0% 10% 20% 30% 40% 50%
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2.3¢ FINDINGS - INVOLVEMENT IN DECISION-MAKING !

Although municipalities hold public consultations (e.g., on fiscal packages), businesses do not
feel sufficiently involved in decision-making processes that directly impact their operations.

Meanwhile, on-site consultations with several municipalities have revealed issues such as the

lack of organized business groups or chambers that could effectively represent their collective
interests.

How often does the municipality organize meetings with

Do you feel involved inthe municipality's decision-making
businesses to discuss common issues?

processes that affect your business?

Very often - 5%

Yes, always - 6%
Sometimes - 15%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50% 0% 10% 20% 30% 40% 50% 60% 70% 80% 90%
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Insufficient communication regarding the latest municipal council decisions affecting daily
business operations is highlighted as a significant challenge

Compared to business perceptions in 2019, this issue remains persistent at similar levels

Does your Municipalityinform you about the latest
decisions of the Municipal Councils and their
impact on your activities?

T 13%
Yes, the municipality informs us
12%
L _ 87%
No, the municipality does not inform us
88%

0% 20% 40% 60% 80% 100%

m2025 m2013
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2.3e FINDINGS - LOCAL FISCAL TRANSPARENCY |

Businesses perceive a lack of information and clarity, especially limited access to details and
transparency concerning taxes, fees, administrative procedures, and enforcement measures
implemented by municipalities. This further complicates their ability to comply with local
regulations and obligations

How do you assess the clarity of the information Are you fully informed about the taxes and fees you pay to the Are you clear about the procedure of coercive measures followed
. C - . icinali by the Municipal Tax Administration for the collection of local fiscal
provided by the Municipality Tax Administration Municipality? 4 P e
regarding local tax administrative procedures?

Yes, | am fully informed _
Very clear 8%
Partially, | am informed about the taxes/fees but |am _
Clear 30% not informed about the calculation method Clear _ 3504
65%
Unclear 59% No, | am not informed _
% % 0 W 0% 0 0 0%
0% 10% 20% 30% 40% 50% 60% 70% 0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
0% 10% 20% 30% 40% 50% 60%

m2025 m2019 m2019 m2025



2.4 FINDINGS - BUSINESS (2019-2025) ON IC |55
COST/QUALITY RATIO

Three in five companies feel the payments they make do not fairly reflect the quality of
services received

Perceptions have significantly improved since 2019.

Do you consider the balance between the service
received and the local fees you pay at the Municipality to

be fair?
4%
Completely 6%
; 59%
A little or not at all 78%

. 11%

Don't know m
Enough 25%

14%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

m2025 m2019
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The central government's failure to consult local governments on laws and DCMs that
impact local self-government units often leads to problems, resulting in deadlocks between

municipalities and businesses. An example is the mid-2023 fiscal year change in the reference
price for real estate, which caused fines and tensions.

Failure to engage relevant interest groups in the formulation of fiscal policies concerning real
estate transactions.

During consultations with various municipalities, it became clear that they are adopting a
rational approach to registering their properties, prioritizing those with potential to generate
income. However, despite a public commitment made in 2020 to register all state-owned
properties, a significant portion of municipal assets remains unregistered.
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Since 2019, the Local Tax Directorates’ procedure for blocking bank accounts—an issue
referred to the Secretariat—has become more standardized. Nonetheless, persistent
bureaucratic delays in unblocking orders cause operational challenges for businesses. While
businesses report turnover mandatorily and in real time via the fiscalization system,
comparable efficiency has not been achieved within public institutions."

The lack of institutional coordination with regional tax directorates was highlighted by

municipalities as one of the main reasons that creates challenges regarding the timely
calculations of local taxes and fees and more.

Analysis of municipal performance indicators indicates that the role of local governments in
fostering economic development remains minimal. This aspect, identified by IC in 2020, is still
regarded as the least effectively executed function among local self-government units.
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CURRENT STATUS

® ® ®
‘e@ ©
O ®
. Accordlng to intervene with auxiliary

The fiscal cadastre the GDTP, the measures, including the import

. . problems of municipal registers, as a
¢ is not yet applicable. encountered preparatory step towards the
creation of a proper database

' ' during th.e HEE for the administration of the real
of the Fiscal B

® o Cadastre Delays in the inter-institutional
Information integration of systems - the
Svstem are incomplete integration of the
rglated to: system with the databases of

. partner institutions. Specifically,

the exchange of data is still not

complete between AKSHI —
ASHK - DPGJC.

The low population of the
Central Data Registry. As a
result, in the short term, it is
considered necessary to

Currently, municipalities continue to apply the
new building taxation methodology using locally
available data, as the Fiscal Cadastre system
remains under approval
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Recommendation 1. Local Government governing bodies, beyond sustained

political commitment and leadership of digitalization reforms, should draft:

e (a) clear objectives and measurable performance indicators that reflect the needs of all
stakeholders, including businesses. The quality of digital services to businesses must be
prioritized within strategic, budgetary, and operational planning.

e (b) service performance indicators should be regularly monitored and reported, ensuring

accountability and continuous improvement in delivering efficient, business-friendly local
administration.
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PRIORITIZATION

Recommendation 2. A gradual and well-coordinated transition from physical
service delivery to digital systems—anchored within municipalities through
dedicated task forces involving cross-departmental representatives—can help

build trust and manage expectations around the quality of digital services. This
transformation should be supported by clear budgetary allocations and
continuous staff upskilling.

e The private sector recommends complementing digitalization with dedicated physical service
desks for small businesses, integrated with national digital systems, to provide guidance and
resolve issues related to licenses, construction permits, tax consultations, and other
administrative processes—thus reducing delays. As an initial step, priority should be given to
enabling online access to key services such as information requests, tax filings, business
registrations, fee payments, complaints, and certificates, with seamless integration into the e-
Albania platform.
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PUBLIC INVESTMENT COORDINATION AND DATA EXCHANGE

Recommendation 3. Local public investments in infrastructure and digital
systems should be strategically aligned with national platforms and initiatives to

ensure secure, reliable, and sustainable institutional coordination, particularly in
data exchange between the central tax administration and municipalities.

e (a) An efficient and secure mechanism should be established for real-time data exchange
between the General Directorate of Taxes (GDT) and municipalities. This would allow local
authorities to verify business turnover, avoid double taxation, and ensure timely and accurate
tax notifications. Controlled access for municipal employees to national tax databases could
significantly improve service delivery and revenue collection. (b) Automated inter-
institutional notifications and alert systems would help prevent delays and reduce
administrative disputes. To further enhance transparency and engagement, businesses should
also receive automatic updates (e.g., via email or SMS) regarding proposed municipal council
decisions that may affect them.
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Recommendation 4. Local government should ensure that the digitalization

process is guided by a regulatory framework that upholds key ethical and legal
principles.

e including the protection of personal and private data, environmental safeguards, and
cybersecurity standards.
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HARMONIZATION OF THE LOCAL LEGAL FRAMEWORK AND INCLUSION

ESSENTIAL FOR THE IMPROVED IMPLEMENTATION OF LOCAL FISCAL POLICIES

Recommendation 5. To ensure equitable access and shared benefits from
local development initiatives, stronger collaboration between local governments
and the private sector—particularly small businesses, is essential. This

collaboration should be rooted in knowledge-sharing, continuous training, and

inclusive dialogue, with a particular focus on digitalization and fiscal policy
reforms.

e Early and structured engagement with institutions is vital to ensure that business

perspectives are reflected from the outset in the drafting and revision of legislation related to
local taxation
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MECHANISMS FOR DIGITAL BUSINESS TRANSFORMATION

Recommendation 6. It is essential that chambers of commerce and business
associations play an active role in facilitating the digital transition. In partnership
with local authorities, they should jointly invest in capacity-building efforts for local

stakeholders. These efforts should aim to strengthen participation in the design
and implementation of local reforms—especially those targeting simplification of
tax obligations and reduction of bureaucratic barriers.

e Advocacy initiatives should be grounded in data-driven analysis and supported by case
studies that illustrate the adverse effects of complex or poorly implemented procedures on
enterprise development. Moreover, they should engage in offering targeted training
programs, advisory services, and thematic seminars (including 1A) focused on strengthening
digital competencies, data analysis, innovation, and entrepreneurship. Special attention
should be given to promoting the effective use of national digital platforms such as e-Albania,
thereby improving access to public services and fostering a more competitive and modern
business environment.
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3.7 RECOMMENDATIONS - REAL ESTATE VALUATION "

Recommendation 7. Development and Implementation of a Sustainable and
Transparent Methodology for Real Estate Valuation through a broad consultative
process with stakeholder groups. It is recommended that a sustainable and

standardised methodology for market valuation and reference pricing be
developed in close cooperation with the business community and professional
organisations.

e This methodology should include (i) the delineation of fiscal cadastral zones and sub-zones, (ii) the
definition of criteria for assessing real market values, and (iii) a new value map that is public, evidence-
based, and regularly updated.
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THANK YOU!
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and the Swiss State Secretariat for Economic Affairs (SECO)
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