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[bookmark: _Toc227140520][bookmark: _Toc229649716] FOREWORD
The year 2025 passed in circumstances marked by the increased sensitivity of the public space and challenges in the realization and protection of human and minority rights. In such circumstances, the importance of independent institutions which, within their constitutional and legal mandate, contribute to the preservation of the rule of law, the protection of individual dignity, and the strengthening of citizens' trust in institutions becomes even more prominent.
During 2025, the institution of the Protector of Citizens continued to fulfill its constitutional role as an independent mechanism for controlling the work of state administration authorities, pointing out irregularities/deficiencies in their conduct, and proposing measures to eliminate observed deficiencies and improve the protection of citizens' rights. Of particular importance in this process is the cooperation with the National Assembly of the Republic of Serbia, to which we submit the annual report, as well as cooperation with associations, international organizations, and institutions in the field of human rights protection.
Intensive public debates on important social issues and the complex socio-economic conditions in which many citizens live influenced an increasing number of citizens to turn to the Protector of Citizens seeking protection of their rights. During 2025, a significant increase in citizen addresses to the institution was recorded, with the number of complaints increasing by more than 30 percent compared to the previous year. This data indicates both the challenges citizens face in exercising their rights and the growing trust in the institution of the Protector of Citizens as an independent and accessible mechanism for protection against existing and potential irregularities/deficiencies in the work of public authorities.
While handling complaints from citizens, conducting investigations, and addressing recommendations to public administration authorities, the Protector of Citizens pointed out certain systemic deficiencies affecting the realization of rights during the reporting period. Special attention was focused on the protection of the rights of children, persons with disabilities, the elderly, members of national minorities, as well as citizens in a state of social or economic vulnerability.
Simultaneously, recognizing contemporary challenges arising from the rapid development of the digital environment and its increasing influence on the daily lives of citizens, the Protector of Citizens launched initiatives during 2025 to improve the normative framework for better protection of citizens' rights. In this sense, a dialogue was initiated for the adoption of the Law on the Prohibition of the Use of Mobile Phones for Students in Primary and Secondary Schools, which is important for the protection of the rights and safety of children, as well as an initiative for the adoption of the Law on Amendments to the Law on Public Order and Peace, proposing that digital space be recognized and normatively regulated as part of public space. These initiatives aim to strengthen the protection of citizens, especially children and youth, from various forms of violence, harassment, hate speech, and abuses that are increasingly manifesting in the digital environment.
During the reporting period, the institution continued to perform its special mandates, including the activities of the National Rapporteur in the field of trafficking in human beings, the National Preventive Mechanism against torture, and the Independent Monitoring Mechanism for the implementation of the United Nations Convention on the Rights of Persons with Disabilities through a regular and proactive approach and work methodology resulting in shifts in the systemic approach and harmonization of standards contributing to transparent and effective results of the work of the Protector of Citizens.
The Report for 2025 provides an overview of the most important activities of the institution of the Protector of Citizens, as well as observed problems in the realization of citizens' rights and recommendations addressed to public authorities to improve the legality, regularity, and efficiency of their work. Cases indicating the need for systemic changes and consistent respect for human rights protection standards are particularly highlighted.
The experience of 2025 once again confirms that effective protection of citizens' rights depends on strong and responsible institutions, their openness toward citizens, and their willingness to respect and implement the recommendations of the Protector of Citizens, which in this reporting period reached a high percentage of almost 90 percent. Strengthening institutional accountability, improving the legal framework, and consistent application of the law remain key prerequisites for building a society in which the rights of every individual are respected and protected.
In the future, in accordance with his constitutional and legal mandate, the Protector of Citizens will continue to act independently and impartially, resistant to impressions and dedicated to facts and evidence, which he considers to be in the interest of all citizens of the Republic of Serbia.

PROTECTOR OF CITIZENS
Zoran Pašalić, MSc
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General Overview
During 2025, the Protector of Citizens continued to handle complaints from citizens[footnoteRef:2], conduct investigations into the legality and regularity of the work of state administration authorities, issue recommendations and initiatives to improve regulations, and monitor the state of human rights in various areas. [2:  All terms expressed in the masculine grammatical gender in the text imply the natural male and female gender of the persons to whom they refer.] 

In the reporting period, the Protector of Citizens received 5,429 cases, representing an increase of 36.58% compared to 2024. A total of 13,475 citizens approached the institution through various communication channels, which is 9.26% more than in 2024, indicating increased trust in the institution, but also the existence of numerous problems in the realization of rights.
The largest number of complaints related to economic, social, and property rights, accounting for 61.23% of the total cases considered. Violations of specific rights were most often caused by the breach of the principles of good administration, particularly the right of citizens to action within a reasonable time, the correct application of the law, and the ensuring of legal certainty in administrative proceedings. In handling complaints and on his own initiative, the Protector of Citizens issued 915 recommendations during 2025, which represents an increase compared to the previous year. Competent authorities acted upon 86.74% of the recommendations, indicating the high institutional authority of this independent state body.
Particular attention during the reporting period was dedicated to improving the mechanism for monitoring actions taken following general (systemic) recommendations from the Regular Annual Report of the Protector of Citizens for 2024. Requests for statements on the measures taken were sent to the authorities to which the systemic recommendations were addressed, thereby establishing a formalized mechanism for monitoring their implementation and enabling systematic tracking of progress in eliminating the observed problems.

Key Findings by Area
Economic, social, and property rights
In the field of economic, social, and property rights, no significant systemic shifts occurred during the reporting period, and key challenges remain limited financial and human capacities of institutions, as well as insufficient efficiency of administrative proceedings in which citizens exercise their rights.
Complaints from citizens in this area most often related to the slowness in the actions of administrative authorities, i.e., lengthy proceedings for deciding on rights, failure to act upon final decisions, and insufficient coordination between competent institutions. Such problems most frequently occur in proceedings related to social protection, healthcare, labor relations, pension and disability insurance, as well as in proceedings concerning the exercise of property rights.
In the social protection system, problems regarding the duration of proceedings, insufficient accommodation capacities, and conditions in certain institutions are still present. In the field of healthcare, complaints point to problems with the accessibility of health services, long waiting lists, and unequal access to healthcare.
In the area of labor relations, problems related to the efficiency of inspection oversight and the cooperation of competent authorities in protecting employees' rights are still present. In the pension and disability insurance system, challenges continue regarding the timely decision-making on citizens' requests and appeals, the up-to-dateness of records, and the resolution of cases involving incorrectly determined pension amounts.
A significant number of complaints also related to the exercise of property rights, particularly in proceedings concerning the registration of rights to real estate, the execution of administrative decisions, utility services, and issues of importance for the use of public areas and infrastructure.
In the field of environmental protection, an increase in complaints related to access to drinking water and other infrastructural problems was recorded, indicating the need for a systemic approach to resolving these issues at the local level.
Civil and political rights
In the area of civil and political rights, events related to public assemblies and the conduct of police officers, especially during protests by students and citizens, drew significant public attention. In these cases, the Protector of Citizens monitored the actions of the competent authorities, visited persons deprived of their liberty, and launched investigations into the legality and regularity of the work of state administration authorities.
Complaints in this area mostly related to police conduct and the work of judicial authorities.

Rights of particularly vulnerable groups
In 2025, several hundred cases were considered in areas relating to the rights of particularly vulnerable groups, but their share in the total number of complaints is significantly lower compared to complaints relating to economic, social, and property rights.

The largest number of cases within these areas related to child rights – 553 cases (10.19%), while in other areas the numbers were significantly lower:
• 236 cases in the area of the rights of persons deprived of their liberty (4.35%),
• 205 cases in the area of the rights of persons with disabilities and the elderly (3.78%),
• 147 cases in the area of gender equality and the rights of LGBTI persons (2.71%),
• 34 cases in the area of the rights of national minorities (0.63%).
The most frequent allegations in complaints in the area of child rights related to respect for the best interests of the child, protection of children from violence, and the right of the child to maintain personal relations with a parent. In this area, 46 recommendations were issued, of which 69.23% were implemented, indicating a relatively high degree of compliance by the competent authorities.
In the area of the rights of persons deprived of their liberty, complaints most often related to the treatment of persons during the execution of prison sentences, persons in detention, and the conduct of police officers; 11 recommendations were issued, of which 81.82% were implemented.
Regarding the rights of persons with disabilities, complaints most often related to the rights of persons deprived of legal capacity, the right to an increased allowance for help and care by another person, and the accessibility of services, while in the area of gender equality and the rights of LGBTI persons, a significant number of complaints pointed to the position of pregnant women and new mothers, salary compensation during maternity leave, and domestic violence.
Regarding the rights of members of national minorities, complaints most often related to the prohibition of discrimination, specific rights of Roma, and individual rights of members of national minorities.
With the aim of improving the position of particularly vulnerable groups, the Protector of Citizens issued recommendations to the competent authorities and cooperated with civil society organizations and international organizations, with a special focus on improving accessibility and strengthening institutional mechanisms for the protection of human rights.
Trends in the realization of human rights
Analysis of complaints, investigations, and systemic recommendations points to several important trends:
• an increase in the number of complaints and citizen addresses to the institution;
• an increase in the number of complaints in the field of economic and social rights;
• a growth in complaints relating to living conditions and infrastructural problems at the local level;
• increased public sensitivity to issues regarding the conduct of security authorities;
• an increase in complaints in the field of environment, particularly regarding water supply;
• continuation of systemic problems in the efficiency of the work of public administration.
The realization of human rights in 2025 was influenced by various factors, such as limited financial and human capacities of institutions, the complexity of administrative proceedings, insufficient coordination between individual public authorities, infrastructural problems at the local level, as well as the broader social and political context.

Cooperation and Institutional Development
During the reporting period, cooperation continued with public authorities at all levels, local self-government units, civil society organizations, and international organizations.
The institution actively participated in the work of several international networks of national human rights institutions, as well as in international reporting processes in the field of the rule of law and human rights.
Cooperation with civil society organizations continued through joint activities, consultations, and the work of advisory bodies, which contributed to a better understanding of the problems faced by certain social groups.

Most important recommendations
Based on the identified problems and observed trends, the following are highlighted as the most important systemic recommendations:
• improvement of the efficiency of the work of public administration authorities and shortening the duration of investigations;
• strengthening the human and institutional capacities of the social and health protection system;
• improvement of inspection oversight in the field of labor relations;
• elimination of legal inconsistencies in regulations relating to rights from social and pension protection;
• strengthening the environmental protection system and ensuring stable water supply in local communities.


[bookmark: _Toc227140522][bookmark: _Toc229649718]BASIC STATISTICAL OVERVIEW
During 2025, the Protector of Citizens received 5,429 cases, representing an increase of 36.58% compared to 2024. A total of 13,475 citizens approached the institution through various forms of communication, which is 9.26% more than in 2024. During the reporting period, 915 recommendations were issued, which is 10.64% more than in 2024, while the competent authorities acted upon 86.74% of the recommendations. Through the consideration of cases, a total of 6,317 violations of rights were identified.
In 2025 as well, approximately two-thirds of complaints – 61% – related to violations of economic, property, and social rights, the most frequent being violations in the sectors of local self-government, labor and labor relations, and the real estate cadastre, where violations of the principles of good administration were also significantly present, primarily the right to respect for established legal expectations, the right to respect for the law, as well as the right to receive a decision within the statutory period.

[bookmark: _Toc227140523][bookmark: _Toc229649719]TOTAL NUMBER AND CLASSIFICATION OF COMPLAINTS
In 2025, a total of 13,475 citizens approached the Protector of Citizens, of which telephone contact was established with 6,701 citizens, 1,345 citizens were received for an interview, and the number of cases amounts to 5,429, of which 5,386 were complaints and 43 were own-initiative investigations. The number of received complaints in 2025 increased by 37.50% compared to 2024.
Table 1 – Overview of citizen addresses in 2025
	
	2025.

	Type of address
	Number
	%

	Telephone contacts with citizens
	6.701
	49,72%

	Complaints and own initiative
	5.429
	40,29%

	Citizens received for interviews
	1.345
	9,98%

	Total
	13.475
	100%



Table 2 - Comparative overview of citizen addresses in 2025 and 2024
	
	2025.
	2024.

	Type of address
	Number
	Number

	Telephone contacts with citizens
	6.701
	6.888

	Complaints and own initiative
	5.429
	3.975

	Citizens received for interviews
	1.345
	1.470

	Total
	13.475
	12.333



Table 3 – Overview of cases considered in 2025
	Number of cases in 2025
	5.429
	%

	Number of completed cases from 2025
	4.697
	86,52%

	Number of pending cases from 2025
	732
	13,48%






Table 4 – Overview of handling of all cases in 2025
	
	2025.
	From previous years

	Total

	Number of cases
	5.429
	1.532
	6.961

	Number of completed cases
	4.697
	1.063
	5.760 (82,74%)

	Number of pending cases
	732
	469
	1.201 (17,26%)



Table 5 - Number of cases[footnoteRef:3] in 2025 classified by fields and sectors [3:  The term case refers to cases arising from handling complaints and from own-initiative investigations in a specific field/sector.] 

	Fields and sectors of work of the Protector of Citizens
	Number
	%

	1.    Field of economic, social, and property rights
	3.324
	61,23%

	1.1. Local self-government
	822
	24,73%

	1.2. Labor and labor relations
	401
	12,06%

	1.3.  Real estate cadastre
	347
	10,44%

	1.4. Consumer protection
	279
	8,39%

	1.5. Finance
	234
	7,04%

	1.6. Education, schooling, and science
	217
	6,53%

	1.7. Health
	188
	5,65%

	1.8. Energy and mining
	188
	5,65%

	1.9. Social protection
	162
	4,87%

	1.10. Pension insurance
	134
	4,03%

	1.11. Construction and infrastructure
	110
	3,31%

	1.12. Environmental protection
	71
	2,13%

	1.13. State administration
	52
	1,56%

	1.14. Restitution
	37
	1,11%

	1.15. Agriculture
	23
	0,69%

	1.16. Traffic and transport infrastructure
	23
	0,69%

	1.17. Economy
	13
	0,39%

	1.18. Culture
	13
	0,39%

	1.19. Natural disasters
	5
	0,15%

	1.20. Expropriation
	3
	0,09%

	1.21. Serbian language and Cyrillic script
	2
	0,06%

	2.  Field of civil and political rights
	737
	13,58%

	2.1. Ministry of the Interior - Police affairs
	317
	43,01%

	2.2. Justice and judiciary
	199
	27%

	2.3. Judicial professions
	108
	14,65%

	2.4. Ministry of the Interior - Administrative affairs
	70
	9,50%

	2.5. Defense
	22
	2,99%

	2.6. Foreign affairs and diaspora
	11
	1,49%

	2.7. Ministry of the Interior – Labor relations
	7
	0,95%

	2.8. Refugees and displaced persons
	3
	0,41%

	3. Child rights
	553
	10,19%

	4. Rights of persons deprived of their liberty
	236
	4,36%

	5.  Rights of persons with disabilities and the elderly
	205
	3,78%

	6.  Gender equality and the rights of LGBTI persons
	147
	2,71%

	7.  Rights of members of national minorities
	34
	0,63%

	8.  Other
	193
	3,55%

	8.1. Independent authorities and bodies
	34
	17,61%

	8.2. Security affairs
	3
	1,55%

	8.3. Whistleblower protection
	1
	0,51%

	8.4. Other
	155
	72,02%

	Total
	5.429
	100%



Table 6 - Outcome of proceedings for completed cases[footnoteRef:4] from 2025 [4:  The same.] 

	Outcome
	Number
	%

	1. Inadmissible complaints
	2.561
	54,52%

	1.1. Legal remedies not exhausted
	1.217

	47,52%

	1.2. Lack of competence/mandate
	630
	24,60%

	1.3. Improper complaint
	555
	21,67%

	1.4. Anonymous complaint
	82
	3,20%

	1.5. Untimely filing
	35
	1,37%

	1.6. Unauthorized complainant
	25
	0,97%

	1.7. Merit already decided upon
	17
	0,66%

	2. Unfounded (rejected) complaints
	552
	11,75%

	3. Cases covered by recommendations arising from expedited proceedings
	378
	8,05%

	4. Complainant informed and advised
	964
	20,52%

	5. Cases covered by recommendations arising from investigations
	198
	4,22%

	6. Withdrawal of the complaint due to the complainant's drop of case
	31
	0,66%

	7. Opinion 
	7
	0,15%

	8. Arising legislative initiative
	5
	0,11%

	9. Death of the complainant
	1
	0,02%

	Total
	4.697
	100%



The largest number of received complaints are rejected by the Protector of Citizens as inadmissible because the legally prescribed conditions for handling them are not met. Complaints are rejected as inadmissible due to lack of competence/mandate, untimeliness, failure to exhaust legal remedies, anonymity, improperness, and if the merits of the complaint have already been decided upon.
A very significant segment of the actions of the Protector of Citizens regarding complaints consists of the advisory-legal assistance which the Protector of Citizens provides even when a complaint is rejected as inadmissible due to lack of competence/mandate or failure to exhaust legal remedies. Such advisory assistance was provided to citizens in 72.12% of inadmissible cases (1,847). In these cases, the Protector of Citizens directs the complainant to the competent authority and/or advises them on the available legal remedies.


CLASSIFICATION OF COMPLAINTS BY VIOLATED RIGHTS

By considering 5,429 cases during 2025, a total of 6,317 violations of rights were identified, the majority of which consist of violations of economic, social and property rights, principles of good administration and child rights. This confirms the fact that the principles of good administration are violated by all administrative authorities before which citizens, including those belonging to vulnerable groups, exercise their rights, which makes the problem of the violation of this general right even more sensitive and severe.

Chart 1 – Number and classification of complaints by violated rights

[bookmark: _Toc229649720]RECOMMENDATIONS, OPINIONS AND LEGISLATIVE INITIATIVES OF THE PROTECTOR OF CITIZENS

RECOMMENDATIONS
During 2025, the Protector of Citizens sent a total of 915 recommendations to administrative authorities in the investigation and summary procedure. In performing the duties of the National Preventive Mechanism, the Protector of Citizens sent 120 recommendations.

Table 7 – Overview of the number of recommendations sent in 2025
	
	2025.

	Recommendations of the Protector of Citizens

	915


	Recommendations from the preventive function (NPM)
	
120



Table 8 – Comparative overview of recommendations sent
in 2025 and 2024
	
	2025
	2024.

	Recommendations of the Protector of Citizens

	915
	827



In 2025, the Protector of Citizens issued 10.64% more recommendations in the investigation and summary procedure compared to 2024. In addition to this increase in the number of recommendations sent, continuity is also noticeable in the acting of competent authorities upon the recommendations of the Protector of Citizens.

Table 9 – Comparative overview of acting upon recommendations
in 2025 and 2024
	
	2025
	2024.

	Recommendations of the Protector of Citizens

	86.74%
	89,71%

	Recommendations from the preventive function (NPM)
	
87%
	
93%



OPINIONS
During 2025, the Protector of Citizens issued 11 opinions to public authorities, namely:
Ten (10) opinions, using the legal provision that by providing advice and opinions on matters within its competence, it acts preventively, with the aim of improving the work of administrative authorities and improving the protection of human liberties and rights:
· Opinion addressed to the Ministry of Justice to take activities within its competence regarding amendments to the Law on Legal Profession[footnoteRef:5], with the aim of clearly defining the state administration authority that supervises the work of holders of public powers in the exercise of public powers entrusted by that law, and to the Belgrade Bar Association to take all activities within its competence and act in accordance with the law and make decisions on every application for enrollment in the Directory of Trainee Attorneys-at-Law Volunteers; [5:  “Official Gazette of the RS”, Nos. 31/11 and 24/12 – Constitutional Court decision.] 

· Opinion addressed to the City Administration of the City of Belgrade to take all necessary measures and activities within its competence with the aim of amending and supplementing the Decision of the City of Belgrade on Social Welfare Rights[footnoteRef:6] and Services in the part relating to the use of the supported housing service; [6:  “Official Gazette of the City of Belgrade”, Nos. 55/11…109/22.] 

· Opinion addressed to the Centre for Social Work “Sveti Sava” Niš to consider, in accordance with the Law on Social Welfare[footnoteRef:7] and the Decision on Social Welfare Rights[footnoteRef:8] on the territory of the City of Niš, the possibility of applying other forms of material support with the aim of ensuring basic living needs and improving the living conditions of the complainant's family household; [7:  “Official Gazette of the RS”, Nos. 24/11 and 117/22 – Constitutional Court decision.]  [8:  „Official Gazette of the City of Niš“, No. 35/25.] 

· Opinion addressed to the Ministry of Environmental Protection to take all necessary measures with the aim of more comprehensive legal regulation of noise from construction sites in a way that establishes explicit obligations of investors, i.e. contractors, pursuant to the provisions of the Law on Protection against Environmental Noise[footnoteRef:9] or a relevant bylaw, concerning the conditions and measures for protection against noise; [9:  “Official Gazette of the RS”, No. 96/21.] 

· Opinion addressed to the Ministry of Information and Telecommunications to respond in its future work, in accordance with the principles of good administration, in a timely manner to all requests and submissions of citizens, especially in cases concerning the manner of exercising the rights and interests of citizens, as well as the application of powers related to a legal deadline, and when making a decision on the application of powers to launch misdemeanor proceedings, to be guided by the principles of legality, proportionality, objectivity and fairness, with transparent and reasoned acting in each specific case;
· Opinion addressed to the Ministry of Labour, Employment, Veteran and Social Affairs to take measures within its competence for the purpose of proposing amendments to the regulations governing the exercise of the right to cash benefits for assistance and care of another person, so that the exercise of this right would be regulated in a uniform and precise manner and before a single authority;
· Opinion addressed to the Ministry of Health to permanently take measures for the purpose of continuous engagement of persons to perform the duties of Roma health mediators in areas where a significant percentage of members of the Roma national community live, as well as a permanent solution to their labor-law status in a satisfactory manner;
· Opinion addressed to the Secretariat for Inspection, Supervision and Communication of the City Administration of the City of Belgrade to, in its future work, through the competent environmental protection inspection, consistently supervise the application of the provisions of the Law on Protection against Environmental Noise;
· Opinion addressed to the Ministry of Health on the activities it needs to take in order for healthcare institutions to enable persons with disabilities, especially persons using wheelchairs for movement, unhindered access to the facilities of healthcare institutions on an equal basis with other persons;
· Opinion addressed to the Municipality of Lebane to more closely regulate the conditions for the arrangement and equipment of catering establishments in which music is broadcast or an entertainment program is performed, and which ensure protection against noise.
One (1) opinion based on the legal provision that in the process of drafting regulations it provides opinions to the Government and the National Assembly on draft laws and other regulations, if they regulate matters of significance for the protection of citizens' rights:
· Opinion on the Draft Conclusion on the Adoption of the Final Report on the Implementation of the Strategy for the Improvement of the Position of Persons with Disabilities in the Republic of Serbia for the period from 2020 to 2024[footnoteRef:10]. [10:  “Official Gazette of the RS”, No. 44/20.] 


LEGISLATIVE INITIATIVES
The Protector of Citizens uses his right of legislative initiative under two cumulatively fulfilled conditions:
• When it is necessary to amend or supplement the text of a law or a draft law in order to ensure the full and unhindered exercise of the rights of citizens guaranteed by the Constitution and other laws, regulations and general acts, as well as ratified international treaties and generally accepted rules of international law;
• When another authorized proposer, competent for a specific field (most often the Government), does not use its legislative initiative in a manner that ensures the respect, exercise, protection and improvement of the rights of citizens, and damage from delay is imminent.
Proposing amendments and laws to the National Assembly is the last step that the Protector of Citizens takes, as a rule, only when he assesses that the "first-order" authorized proposer will not, based on an initiative, recommendation or other proposal of the Protector of Citizens, take the necessary steps in favor of citizens' rights.
Therefore, the legislative activity of the Protector of Citizens is most often reflected in sending substantive initiatives to state administration authorities, whose work the Protector of Citizens supervises, to prepare and propose normative amendments. Only exceptionally does the Protector of Citizens address legislative proposals directly to the National Assembly itself.

Table 10 – Types of legislative initiatives sent
in 2025
	Type of legislative initiative
	number

	Submission of amendments to the competent committee of the National Assembly as the proposer[footnoteRef:11] [11:  Article 157 paragraph 6 of the Rules of Procedure of the National Assembly (“Official Gazette of the RS”, Nos. 32/02 and 57/03).] 

	/

	Submission of amendments to the National Assembly to a draft law[footnoteRef:12] [12:  Articles 161 and 162 of the Rules of Procedure of the National Assembly.] 

	/

	Proposing laws to the National Assembly[footnoteRef:13]  [13:  Article 150 paragraph 2 of the Rules of Procedure of the National Assembly.] 

	/

	Initiatives for the adoption or amendment of laws and other regulations addressed to the Government, the National Assembly or line ministries
	5

	Proposal to the Constitutional Court for the assessment of constitutionality and legality
	1

	Total
	6



Table 11 – Outcome of acting upon legislative initiatives
	
	number

	Accepted legislative initiatives
	/

	Rejected legislative initiatives
	/

	Initiatives still in procedure
	6

	Total
	6
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Introduction and legal framework
Child rights in the Republic of Serbia are guaranteed by the Constitution of the Republic of Serbia[footnoteRef:14], laws and ratified international treaties. The Constitution guarantees children the enjoyment of human rights in accordance with their age and mental maturity, as well as protection from psychological, physical, economic and any other exploitation and abuse. Special protection is provided to the family, mother, single parent, child, children without parental care and children with developmental disabilities, along with the principle of equality of children regardless of the marital status of the parents.[footnoteRef:15]  [14:  “Official Gazette of the RS”, Nos. 98/06 and 115/21.]  [15:  Articles 64 and 66 of the Constitution of the Republic of Serbia.] 

The Republic of Serbia has ratified international treaties in the field of child rights, among which the most significant are the Convention on the Rights of the Child[footnoteRef:16], the Convention on the Rights of Persons with Disabilities[footnoteRef:17], the Convention on the Elimination of All Forms of Discrimination against Women[footnoteRef:18], the Convention against Torture and Other Cruel, Inhuman or Degrading Treatment or Punishment[footnoteRef:19], the European Convention for the Protection of Human and Fundamental Freedoms[footnoteRef:20], the Council of Europe Convention on the Protection of Children against Sexual Exploitation and Sexual Abuse[footnoteRef:21] and others, whereby it has undertaken the obligation to ensure the highest level of protection of the rights of every child. [16:  “Official Gazette of the SFRY – International Treaties”, No. 15/90 and “Official Gazette of the FRY – International Treaties”, Nos. 4/96 and 2/97.]  [17:  “Official Gazette of the RS – International Treaties”, No. 42/09.]  [18:  “Official Gazette of the SFRY – International Treaties”, No. 11/81.]  [19:  “Official Gazette of the SFRY – International Treaties”, No. 9/91.]  [20:  “Official Gazette of the SCG – International Treaties”, Nos. 9/03, 5/05 and 7/05 – corr. and “Official Gazette of the RS – International Treaties”, Nos. 12/10 and 10/15.]  [21:  “Official Gazette of the RS – International Treaties”, No. 1/10.] 

Although there is no single law that comprehensively regulates the field of child rights, this field is regulated by numerous regulations from different areas, among which are the Family Law[footnoteRef:22], the Law on Prevention of Domestic Violence [footnoteRef:23], the Law on Prevention of Domestic Violence[footnoteRef:24], the Law on Financial Support to Families with Children [footnoteRef:25], the Law on the Fundamentals of the Education and Upbringing System[footnoteRef:26], the Criminal Code[footnoteRef:27], the Law on Juvenile Offenders and Criminal Legal Protection of Minors[footnoteRef:28], the Law on Police [footnoteRef:29], regulations in the field of healthcare, etc.  [22:  “Official Gazette of the RS”, Nos. 18/05, 72/11 – other law and 6/15.]  [23:  “Official Gazette of the RS”, Nos. 94/16 and 10/23 – other law.]  [24:  “Official Gazette of the RS”, Nos. 24/11 and 117/22 – Constitutional Court decision.]  [25:  “Official Gazette of the RS”, Nos. 113/17, 50/18, 46/21 – Constitutional Court decision, 51/21 – Constitutional Court decision, 53/21 – Constitutional Court decision, 66/21, 130/21, 43/23 – Constitutional Court decision, 62/23, 11/24 – Constitutional Court decision and 79/24.]  [26:  “Official Gazette of the RS”, Nos. 88/17, 27/18 – other laws, 10/19, 6/20, 129/21, 92/23 and 19/25.]  [27:  “Official Gazette of the RS”, Nos. 85/05, 88/05 – corr., 107/05 – corr., 72/09, 111/09, 121/12, 104/13, 108/14, 94/16, 35/19 and 94/24.]  [28:  “Official Gazette of the RS”, No. 85/05.]  [29:  “Official Gazette of the RS”, Nos. 6/16, 24/18 and 87/18.] 

The Protector of Citizens, as an independent state authority, has the status of a special body that protects, promotes and improves child rights.[footnoteRef:30] Within his mandate, the Protector of Citizens controls the legality and regularity of the work of administrative authorities, by handling complaints from citizens and on his own initiative, launching proceedings before the Constitutional Court, providing opinions on draft laws and taking measures to improve the position of children. [30:  Article 2 paragraph 4 of the Law on the Protector of Citizens (“Official Gazette of the RS”, No. 105/21).] 

The assessments and recommendations of the Protector of Citizens are based on acting in specific cases and point to the need for consistent application of regulations and further improvement of the legal and institutional framework for the protection of child rights.

Main challenges and obstacles
During the reporting period, no significant systemic progress was observed in the field of child rights. The absence of systemic measures and the failure to adopt strategic documents, the delay in amending key regulations and the insufficient coordination of competent authorities indicate stagnation in the improvement of child rights.
More than ten years since the expiration of the previous National Plan of Action for Children, a new strategic document has not been adopted, which prevents uniform and coordinated policy planning in this field.
Prolonged measures restricting employment in the public sector negatively affect the quality and availability of services intended for children, while at the same time, the application of regulations governing standards of professional work with children has been suspended. An insufficient number of professional workers in centers for social work, social welfare institutions and education leads to the overburdening of employees and delays in acting. The social welfare system is particularly affected due to the increased scope of competence. A significant challenge in this field was the strike of the City Center for Social Work in Belgrade in the first half of the year, which led to the prolongation of activities within the competence of the guardianship authority.
Amendments to key regulations such as the Family Law, the Law on Prevention of Domestic Violence, the Criminal Code, the Law on Public Order and Peace[footnoteRef:31], and the Law on Social Welfare, which would ensure more efficient family-law and criminal-law protection of children, have not yet been adopted. [31:  The Law on Public Order and Peace (“Official Gazette of the RS”, Nos. 6/16 and 24/18) still does not recognize children involved in child begging, child prostitution and other forms of child exploitation as victims of abuse and exploitation, but continues to treat them as perpetrators of misdemeanors and prescribes their liability if they have reached the age of misdemeanor liability.] 

The actions of competent authorities are not aligned with the General Protocol for the Protection of Children from Violence[footnoteRef:32], nor have new special protocols been adopted. [32:  Available at:https://zadecu.org/wp-content/uploads/2022/03/Ops%CC%8Cti-protokol-za-zas%CC%8Ctitu-dece-od-nasilja.pdf ] 

Not all institutions envisaged by regulations in social welfare have been established, especially centers for foster care, nor have standards for the provision of social-health services been prescribed. The process of deinstitutionalization is stagnating, and due to the lack of appropriate support and assistance services in the community, residential institutions continue to be dominated by children with developmental disabilities and health difficulties who require social care and constant health care or supervision, along with an insufficient number of professional staff and a lack of technical equipment.
Although a normative framework for protection against violence exists, its application is incomplete and inconsistent, and the system is still primarily focused on reaction, while preventive activities and inter-sectoral cooperation remain insufficiently developed. Increasing the number of professional associates in institutions is a prerequisite for the efficient implementation of inclusive education and the prevention of violence and discrimination.
In certain local self-government units, state participation in financing the costs of children's stay in private preschool institutions has been reduced by decisions, thereby lowering the level of the exercise of rights, while the level of participation in financing the stay of children in state kindergartens remained the same.
Problems in the functioning of the education system, personnel deficit and organizational irregularities during the suspension of classes in a large number of schools in the first half of 2025 affected the exercise of children's right to education to the full extent. Inclusive education, as the biggest problem, is still burdened by the insufficient availability of additional support services, especially the services of personal companions and pedagogical assistants, which leads to an unequal position of children.
Key statistical data
In the field of child rights in 2025, 553 cases were considered (537 complaints and 16 own-initiative investigations), which accounts for 10.19% of the total cases considered. Work was completed in 401 cases (72.52%), while 152 cases remained pending. At the same time, work on 90 cases from previous years was also completed. 46 recommendations were sent, of which 13 became due for execution, and nine were acted upon (69.23%).
The largest number of completed cases related to inadmissible complaints (55.11%), most often due to unused legal remedies. Advisory assistance was provided in 80.09% of the inadmissible cases. The most frequent allegations in complaints related to the respect for the best interests of the child, protection from violence and the right to maintain personal relationships with a parent.
Main findings and trends
During 2025, the trend of increased citizens' appeals due to administrative silence, inefficient work of administrative authorities and inspection supervisions that did not lead to the achievement of the legal objective continued. This phenomenon represents a continuation of the negative practice regarding the exercise of child rights, recorded in the previous annual report as well.
In 2025, the Protector of Citizens received a significant number of complaints due to the conduct of newly appointed school directors, the suspension of a large number of teachers and the engagement of insufficiently professional staff, which affected the regular and adequate functioning of classes. Complainants pointed to violations of procedures, a reduction in the number of classes in key subjects, the organization of online classes, merging of multiple classes, changes in teaching organization and the abolition of certain school awards.
Additionally, parents complained about the unavailability of preschool education due to the limited number of places in state preschool institutions, which particularly affected children from lower-income families and working parents.
In the field of inclusive education, in certain local self-government units, the service of a personal companion for children was not provided even though it was recommended by a decision of a center for social work. The reasons are, most often, the lack of financial resources and an insufficient number of trained companions, which leads to waiting lists and an insufficient number of support hours. The investigation procedures of the Protector of Citizens showed that existing capacities do not cover all children's needs.
In the field of family-law and social protection, the Protector of Citizens established in 2025 that certain centers for social work do not take measures prescribed by the Family Law in cases of parental neglect or abuse of parental rights. A large number of complaints also related to non-compliance with court decisions on child custody and maintaining contact between the child and the parent they do not live with, whereby competent authorities do not launch proceedings to sanction parents who obstruct their execution.
In institutions for children without parental care, children with developmental disabilities and health difficulties, as well as behavioral problems, dominate, while the lack of social-health services and personnel limits the exercise of their rights. The work of employees is primarily focused on providing basic conditions, without the possibility of implementing activities that contribute to the full development of children's capacities.

Important cases and items from practice
Formation of classes in the “Ljuba Nenadović” Primary School from Belgrade
In the investigation procedure following the complaints of parents of students of the “Ljuba Nenadović” Primary School from Belgrade, the Protector of Citizens established that the Ministry of Education did not perform a complete and correct inspection supervision regarding the school's failures in forming classes, including exceeding the legal number of students and insufficient regard for the needs of students with developmental disabilities and students educated according to an individual educational plan. The Protector of Citizens also pointed to the lack of timely informing of parents. Recommendations were sent to the Ministry of Education to repeat the supervision, establish all facts and take measures to prevent silence of the educational inspection and future irregularities. Acting upon the recommendations is in progress.[footnoteRef:33] [33:  Available at: https://www.ombudsman.rs/index.php/2012-02-07-14-03-33/8371-z-sh-i-ni-gr-d-n-r-zi-insp-ci-s-i-n-dz-r-inis-rs-v-pr-sv-zb-g-p-s-up-nj-sh-ljub-n-n-d-vic-u-b-gr-du] 


Filming of children in a preschool institution in Bosilegrad
In the investigation procedure launched upon a complaint, the Protector of Citizens established that the educational inspection did not fully investigate the circumstances of the filming of children in the Preschool Institution “Dečija radost” in Bosilegrad and the broadcasting of a report in the TV PRVA show “Kmet kmetuje 24 godine”. Recommendations were sent to the Ministry of Education to conduct the supervision again and establish whether the parents or legal representatives gave their consent and whether the filming was in accordance with the educational goal. This case pointed to the need for a clearer regulation of the conditions under which children and students can be filmed in education and upbringing institutions. The recommendation has been acted upon.[footnoteRef:34] [34:  Available at: https://www.ombudsman.rs/index.php/2011-12-25-10-17-15/pr-v-d/8228-inis-rs-v-pr-sv-d-spr-v-d-insp-ci-s-i-n-dz-r-i-u-vrdi-sv-cinj-nic-u-v-zi-s-sni-nj-d-c-u-pr-dsh-Is-us-n-vi] 


Supervision over the work of the guardianship authority
The complainant filed a complaint against the work of the center for social work and the Ministry of Family Welfare and Demography, pointing to inadequate and unlawful acting of the guardianship authority contrary to professional rules and the best interests of the child. In the investigation procedure, the Protector of Citizens established that the Ministry, although it noted deficiencies in the work of the guardianship authority, failed to order the establishment of the reasons for the omissions made and the responsibility of the employees.
A recommendation was sent to the Ministry to establish in the future the reasons for omissions in the work of the guardianship authority and the responsibility of employees, in order to ensure timely and adequate acting in the protection of child rights, especially in cases of suspected violence.[footnoteRef:35] [35:  Case number 321-95/25.] 



Denial of financial social assistance in Bujanovac
In the investigation procedure following a complaint, the Protector of Citizens established that the Ministry of Labour, Employment, Veteran and Social Affairs and the Center for Social Work in Bujanovac had for several years unlawfully denied financial social assistance to a single mother and her child with complete physical impairment, which led to existential vulnerability and caused damage to the development of the child with developmental disabilities. The Protector of Citizens sent recommendations to the Ministry of Labour, Employment, Veteran and Social Affairs to annul the improperly adopted decisions, to decide on the merits regarding the complainant’s rights and conduct supervision over the work of the Center for Social Work in Bujanovac in order to establish responsibility and prevent similar omissions. The deadline for the authority to act upon the recommendations is in progress. [footnoteRef:36] [36:  Case number 321-418/24.] 


Abuse of parental rights
In the case of a child's refusal to return to the parent who independently exercises parental rights, the Protector of Citizens established that the center for social work did not take the measures prescribed by law, so he sent a recommendation to the guardianship authority to react in cases of abuse of parental rights. The recommendation has not been acted upon.[footnoteRef:37] [37:  Case number 321-524/25.] 


Suspension of parental allowance payments in Subotica
In the procedure following a complaint, the Protector of Citizens established that the Ministry of Labour, Employment, Veteran and Social Affairs suspended the payment of the parental allowance without timely notification of the beneficiary, following a payment error. He sent recommendations to the ministry and the City Administration of the City of Subotica to eliminate the consequences of the omission and in the future to adopt an appropriate decision and notify the beneficiaries in a timely manner of the reasons for the temporary suspension of payment. The recommendation has been partially acted upon.[footnoteRef:38] [38:  Case number 321-117/25.] 


Financing of preschool education in Kraljevo
Following a parent's complaint, the Protector of Citizens established that by a decision of the City of Kraljevo, the participation of parents in financing the stay of children in private preschool institutions was increased. He sent a recommendation to the City of Kraljevo to ensure the equal right and availability of preschool education and upbringing for all children on the territory of the city. The deadline for acting upon the recommendation is in progress.[footnoteRef:39] [39:  Case number 321-500/25.] 




Providing transport for a child with developmental disabilities
The Protector of Citizens received a complaint from the parents of a child suffering from a severe form of epilepsy and autism, for whom the local self-government unit did not provide transport to school, although the opinion of the Inter-sectoral Commission established the need for a personal companion for the child and transport for the child and his companion to the educational institution. After launching an investigation procedure by the Protector of Citizens, the local self-government unit paid all transport costs for the outstanding period and adopted a decision on the reimbursement of transport costs also for the child's mother until the official service is provided, after which the procedure was discontinued.[footnoteRef:40] [40:  Case number 321-53/25.] 


Deciding on the right to parental and child allowance
In the procedure following the complaint of parents from the territory of Kosovo and Metohija, the Protector of Citizens established that the competent authority had not decided on the request for the exercise of the right to maternity and child allowance for their second child for months. After the intervention of the Protector of Citizens, the complete documentation was forwarded to the competent service, the request was positively resolved, and the investigation was discontinued.[footnoteRef:41] [41:  Case number 321-244/24.] 


Actions of police officers toward minors during protests
On his own initiative, the Protector of Citizens launched a number of investigations into the legality and regularity of the work of the Ministry of Internal Affairs regarding the possible exceeding of police powers toward minors during the protests in 2025. A statement was requested from the Ministry of Internal Affairs, and the investigations are ongoing.
INDIVIDUAL RECOMMENDATIONS RESULTING FROM INVESTIGATIONS
· The Ministry of Education should:
· take activities in order to prevent silence of the national educational inspection regarding complaints and appeals of citizens pointing to violations of child and student rights;
· ensure the correct and complete determination of the facts in inspection supervisions over education and upbringing institutions and the consistent application of the principle of legality, protection of the rights of the parties and the effectiveness of the procedure for the purpose of eliminating harmful consequences for the rights and interests of children, students and employees;
· The Ministry of Family Welfare and Demography should ensure that professional workers in centers for social work act in a timely and adequate manner in all cases of the protection of child rights, especially when there is suspicion that a child is a victim of violence, as well as to provide information and professional opinions to competent courts and prosecutor’s offices as a matter of priority;
· The Ministry of Labour, Employment, Veteran and Social Affairs should, in cases of upholding appeals and annulling first-instance decisions, decide on the administrative matter itself in accordance with the Law on General Administrative Procedure[footnoteRef:42], for the purpose of ensuring the efficient and timely exercise of citizens’ rights; [42:  “Official Gazette of the RS”, Nos. 18/16, 95/18 – authentic interpretation, 2/23 – Constitutional Court decision.] 

· Centers for Social Work should, in cases of abuse of parental rights or gross neglect of duties, take measures prescribed by the Family Law for the purpose of protecting the rights and best interests of the child.
· Local self-government units should:
· ensure the personal companion service for every child whose right to this service has been recognized by a decision of a competent authority, after obtaining the opinion of the inter-sectoral commission;
· refrain from making decisions that place preschool children, who due to insufficient capacities in state institutions use the services of preschool institutions founded by another legal or natural person, in a less favorable position regarding the financing of their stay.




[bookmark: _Toc229649723]PROMOTION AND IMPROVEMENT OF CHILD RIGHTS
[bookmark: _Hlk224136809]During 2025, the Department for the Promotion and Improvement of Child Rights conducted activities aimed at strengthening inclusive education at the local level, improving the position of children without parental care in social welfare institutions and empowering the participation of children and youth through the work of the Youth Advisory Panel. The activities included meetings with competent authorities, supervisory visits to institutions, education and initiating systemic recommendations with the aim of improving the exercise of child rights.

Inclusive education at the local level
In the field of inclusive education, the Protector of Citizens held several meetings with representatives of local self-government unit authorities, centers for social work and educational institutions for insight into the scope of the exercise of children’s rights and the quality of inter-sectoral cooperation. The meetings also had a preventive and collaborative role, along with the presentation of the competence/mandate of the Protector of Citizens.
It was established that it is necessary to improve inter-sectoral cooperation and that employees in certain authorities and institutions do not have sufficient understanding of the competences/mandates and obligations of other authorities, which leads to inconsistent expectations in practice.
The work of inter-sectoral commissions is diverse in terms of work organization, acting upon requests, the manner of paying fees to members and coordinators. Most inter-sectoral commissions act within legal deadlines and provide an opinion after one or two sessions, along with conversations with children and parents. The inadequacy of rooms in which conversations with children are conducted was highlighted as a problem, and the provision of specially adapted rooms, so-called child-friendly rooms at the local level, was proposed.
In certain local self-government units, payments to commission members are not regular, but are made once or twice a year. Fees are most often determined according to the number of processed requests. The submission of documentation to commission members in advance has proven to be a good practice, contributing to work efficiency.
The most significant problem in most local self-government units is the insufficient number of personal companions compared to the number of children who need this service and which is stated as such in the opinion of the inter-sectoral commission. Local self-government units that have established centers for the provision of social welfare services have proved to be examples of good practice, enabling the continuous provision of the personal companion service. Inadequate cooperation with healthcare institutions was also recognized as a problem, which is especially highlighted by employees in educational institutions.
During the conversations, it was also highlighted that commission coordinators provide parents with information on the rights they can exercise in various systems, due to the lack of adequate information. One-stop shops and info-desks in certain local self-government units were cited as examples of good practice.  

Exercise of the rights of children in social welfare institutions
During 2025, supervisory visits to homes for children and youth without parental care were carried out for insight into the exercise and protection of the rights of children who are under the guardianship of the state, i.e., the competent guardianship authority. During the visits, the living conditions of the children and the working conditions of the employees were established.
The insufficient number of employees was highlighted as the most significant problem in the functioning of the institutions. Bearing in mind that the placement mainly includes children who also require continuous healthcare or supervision, the lack of adequate social-health services is evident; for their legal existence, it is necessary for the competent ministries—the Ministry of Labour, Employment, Veteran and Social Affairs and the Ministry of Health—to develop standards for the provision of these services.
It was noted that institutions, in cooperation with competent authorities, should ensure a sufficient number of employees, if necessary by amending the systematization of work positions, in order to enable the full exercise of the rights of children in placement.
In certain institutions, conditions were assessed as inadequate: furniture is missing or worn out, hygiene is not at a satisfactory level, and some facilities require renovation (facade, moisture, sanitary facilities). The need for the institution and competent authorities to take measures to eliminate these problems was pointed out.
In addition to providing for basic life needs, it was observed that developmental and creative activities are insufficiently implemented, although in some institutions there are spaces and resources for workshops and therapies. The need to use these capacities to a greater extent, in accordance with the individual needs of children, was pointed out. The need to arrange courtyards, sports fields, and supporting facilities to encourage physical and social activities of children was also noted.
The failure to fulfill the obligations of guardianship authorities regarding the regular monitoring of children in placement and maintaining contact with them is evident. It was established that the competent centers for social work, i.e., case managers and guardians, do not act in accordance with regulations. In conversations with children, it was stated that some children had not been visited by the competent guardianship authority for years. It was noted that the Ministry of Family Welfare and Demography should take measures within its competence to establish the reasons for such omissions and ensure the lawful acting of guardianship authorities.

Participation of children and youth in the work of the Protector of Citizens
During 2025, several meetings were held with members of the Youth Advisory Panel, where the topics of child participation, environmental protection, and the prohibition of mobile phone use in schools were discussed.
Regarding participation, the young advisors stated that they have the necessary information about this right, but that it is insufficiently respected in practice, as children are often excluded from making decisions that concern them. The significant role of student parliaments was highlighted, but also the problem of their insufficient effectiveness due to the attitude of certain employees in educational institutions toward child participation.
In June 2025, training for young advisors on environmental protection, the role of youth, and conducting research and initiatives at the local level was implemented. The panelists conducted a survey in 87 schools, covering over 1,000 students from all over Serbia. Based on the results, a Special Report of the Protector of Citizens and the Youth Advisory Panel on the role of children and youth in environmental protection was prepared.[footnoteRef:43] [43:  Available at:  https://www.ombudsman.rs/index.php/izvestaji/posebnii-izvestaji/8357-p-s-b-n-izv-sh-z-sh-i-ni-gr-d-n-ul-zi-d-c-i-l-dih-u-z-sh-i-i-ziv-n-sr-din ] 

The research showed that young people have a developed awareness of the importance of the environment, but that they need more support and opportunities for active participation. The recommendations from the report were addressed to the Ministry of Education, the Ministry of Environmental Protection, the Ministry of Tourism and Youth, local self-government units, as well as primary and secondary schools. Monitoring the acting upon these recommendations is planned for 2026.
In December 2025, the 15th anniversary of the founding of the Youth Advisory Panel was marked, with the participation of current and former members. The jubilee was an opportunity to exchange experiences and design future activities for the Panel. On that occasion, the film “Youth Advisory Panel through the Years” was shown, in which former members spoke about their motivation for engagement, experiences, and messages for active and future members.
In the same month, the young advisors met with the Protector of Citizens, Mr. Zoran Pašalić, regarding the Draft Law on the Prohibition of Mobile Phone Use in Schools. They expressed the view that the prohibition should not be absolute, that its application is particularly challenging in schools with a large number of students and in secondary schools, and that it is necessary to provide for exceptions, primarily for health reasons, but also bearing in mind that mobile phones are used for educational purposes.
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GENDER EQUALITY
Introduction and legal framework
The field of gender equality holds special significance in the work of the Protector of Citizens, as it involves the protection of rights and equal opportunities for women and men, the prevention of discrimination, and protection against gender-based violence.
At the national level, key regulations in this field are the Constitution of the Republic of Serbia, the Law on Prevention of Domestic Violence, the Law on Prohibition of Discrimination[footnoteRef:44] and the Law on Gender Equality[footnoteRef:45] which provide the legal framework for equal treatment, protection from discrimination, and prevention of gender-based violence. At the international level, the Republic of Serbia applies several international documents guaranteeing gender equality and protection from discrimination, including the Convention on the Elimination of All Forms of Discrimination against Women (CEDAW), the Beijing Declaration and Platform for Action, as well as the Council of Europe Convention on preventing and combating violence against women and domestic violence (Istanbul Convention)[footnoteRef:46], which set standards in the field of protecting women from discrimination and violence. [44:  “Official Gazette of the RS”, Nos. 22/09 and 52/21.]  [45:  “Official Gazette of the RS”, No. 52/21.]  [46:  Law on the Ratification of the Council of Europe Convention on preventing and combating violence against women and domestic violence (“Official Gazette of the RS – International Treaties”, No. 12/13).] 

Within his mandate, the Protector of Citizens handles complaints from citizens and acts on his own initiative, initiates preventive measures, sends recommendations to public authorities, and points to the need to eliminate observed omissions, while ensuring the fulfillment of legal obligations of competent authorities through promotional activities aimed at the exercise and improvement of gender equality.

Main challenges and obstacles
In 2025, certain progress was observed in the field of the exercise of the rights of pregnant women and new mothers, reflected in a decreased number of complaints regarding the payment of compensation during pregnancy leave, maternity leave, and childcare leave, compared to previous years. However, systemic challenges remain present in certain segments of the protection of family and gender-based rights.
The acting of the Ministry of Family Welfare and Demography in procedures for exercising the rights of mothers to financial resources for housing support based on the birth of a child was marked by inconsistent and untimely decision-making. Although a 30-day deadline is prescribed for adopting a decision on recognizing the right to financial assistance upon a proper application, decisions were made after several months in a large number of cases, and some requests remained unresolved for longer than a year. The reason cited was an increased number of requests and their consideration in chronological order, which led to the prolonged duration of the procedures.
In the field of protection against domestic violence, despite a statistically lower number of appeals from victims of violence, certain cases pointed to structural weaknesses in the functioning of the protection system. Situations were recorded where violence was not reported to the competent authorities, as well as cases where, despite a previous appeal, adequate and timely measures against the perpetrator were absent, leading to severe consequences. Practice has pointed to the need for consistent monitoring of cases until their conclusion by a final court decision, continuous exchange of information, and the development of individual protection and support plans for victims.
The normative framework in the field of protecting women from domestic violence is not fully aligned with international standards. The Criminal Code is not entirely harmonized with the Istanbul Convention, especially in the part relating to the definition of criminal offenses against sexual freedom. Proposed amendments to the Criminal Code did not ensure full harmonization with the standard that implies the incrimination of every non-consensual sexual act, including cases where no physical resistance from the victim occurred. Amendments to the Family Law that would contribute to improving the protection of victims of domestic violence have also not been adopted.
The provision of the Law on Gender Equality which stipulates the right to health insurance based on unpaid household work for persons not insured on another basis has not been implemented in practice. Amendments to the Law on Health Insurance[footnoteRef:47] that would enable the exercise of this right have not yet been adopted, which particularly affects elderly women in rural areas. [47:  “Official Gazette of the RS”, Nos. 25/19, 92/23 and 109/25 – other law.] 

At the level of local self-government units, inconsistent application of the Law on Gender Equality is noticeable. Although persons in charge of gender equality have been formally designated and bodies in this field formed in most local self-government units, their work is often limited by insufficient capacities and a formalistic approach, without systematic consideration of acts from a gender perspective.
Key statistical data
In the field of gender equality, 147 cases were considered in 2025 (138 complaints and nine own-initiative investigations), representing 2.71% of the total cases considered. Work was completed in 113 cases (76.87%), and 37 cases from previous years were also completed. 60 recommendations were sent, of which nine became due for execution, and seven were acted upon (77.78%).
Inadmissible complaints accounted for 32.74% of completed cases, most often due to unused legal remedies. Advisory assistance was provided in 72.97% of the inadmissible cases. Complaints most frequently related to the rights of pregnant women and new mothers, salary compensation during leave, as well as domestic violence and violence against LGBTI persons.
Main findings and trends
During 2025, handling complaints pointed to a pattern of untimely decision-making in cases relating to the exercise of the rights of mothers to financial resources for housing support based on the birth of a child. In 18 cases, the Protector of Citizens sent 54 recommendations to the Ministry of Family Welfare and Demography, in which he pointed to the need to eliminate the causes of exceeding deadlines and ensure timely acting. In certain cases, decisions on recognizing the right were adopted, but no statement on systemic measures for eliminating the established omissions was submitted, which indicates partial implementation.
In the system of protection against domestic violence, a normative shift was recorded with the adoption of the General Protocol on Conduct and Multi-sectoral Cooperation in Cases of Gender-Based Violence against Women and Domestic Violence[footnoteRef:48] in March 2024. However, special protocols have not been adopted by all relevant authorities, which is reflected in the inconsistent application of standards in practice. [48:  Available at:   https://www.minrzs.gov.rs/sites/default/files/2018-11/Opsti%20protokol%20nasilje%20u%20porodici.pdf ] 

In a certain number of cases of gender-based murders of women, it was established that the victims had not previously reported violence, as a result of which the competent authorities did not possess information that would have enabled timely reaction. This points to the need for strengthening preventive mechanisms, increasing trust in institutions, and activities aimed at encouraging victims to report violence.
Practice in 2025 shows that in certain areas, violations are eliminated only after intervention, while systemic and timely elimination of causes leading to the repetition of the same omissions is absent.
Important cases and items from practice
Untimely acting upon a final court decision
Acting upon a complaint regarding the exercise of the right to salary compensation during leave from work for childcare, the Protector of Citizens established that the Ministry of Family Welfare and Demography did not act in a timely manner upon a final judgment of the Administrative Court, but executed the court decision with a significant delay. Such conduct represents a violation of the principles of efficiency and good administration, as well as the party's right to timely decision-making.
The Ministry was recommended to execute court decisions in the future within the deadlines prescribed by law and in accordance with the binding legal views of the court, to establish any possible responsibility of officials, and to take appropriate measures. The recommendation was not acted upon within the set deadline.[footnoteRef:49] [49:  Available at:   https://www.ombudsman.rs/index.php/2012-02-07-14-03-33/8376-inis-rs-v-z-brigu-p-r-dici-i-d-gr-fi-u-ni-izvrshil-pr-sudu-upr-vn-g-sud ] 

Untimely decision-making on the right to subsidies for mothers for the purchase of an apartment
Acting upon a large number of complaints regarding the exercise of the right to financial resources for the construction or purchase of residential space based on the birth of a child, it was established that the competent ministry did not decide within the legally prescribed deadline of 30 days, but decisions were made after several months, and some requests remained unresolved for longer than a year. Such conduct led to legal uncertainty and the risk of material damage.
Recommendations were sent to establish the reasons for exceeding the deadlines, ensure adequate personnel capacities, and to decide within the prescribed deadlines in the future. In some of the cases, decisions on recognizing the right were adopted, while no statement on systemic measures for eliminating the causes of delay was submitted.[footnoteRef:50] [50:  Available at: https://www.ombudsman.rs/index.php/2012-02-07-14-03-33/8299-inis-rs-v-z-brigu-p-r-dici-i-d-gr-fi-u-d-p-sh-u-z-ns-r-v 
https://www.ombudsman.rs/index.php/2012-02-07-14-03-33/8354-inis-rs-v-z-brigu-p-r-dici-i-d-gr-fi-u-d-u-vrdi-r-zl-g-z-pr-r-c-nj-z-ns-ih-r-v] 

Discontinuation of monitoring a domestic violence case before the final conclusion of the proceedings
In a procedure relating to a case of domestic violence, it was established that the Group for Coordination and Cooperation at the Basic Public Prosecutor's Office in Mladenovac assessed a medium risk of recurrence of violence and proposed the discontinuation of further monitoring of the family, even though the proceedings had not been concluded by a final court decision.
The Protector of Citizens issued an opinion with a recommendation that the Group for Coordination and Cooperation, in accordance with the Law on Prevention of Domestic Violence, consider all cases that have not been concluded by a final decision, develop individual protection and support plans for victims, and propose measures for the efficient conclusion of court proceedings.[footnoteRef:51] [51:  Available at: https://www.ombudsman.rs/index.php/2011-12-25-10-17-15/pr-v-d/8227-gr-ds-i-c-n-r-z-s-ci-lni-r-d-pr-duzi-r-z-z-sh-i-u-zr-v-p-r-dicn-g-n-silj-i-l-l-n-g-d ] 

Unresolved labor-law status of health mediators
Acting upon a complaint from a female citizen from Bor regarding the long-term engagement of health mediators under service contracts (ugovor o delu), without years of service and labor rights, an investigation procedure was launched to control the work of the Ministry of Health. The Ministry did not submit the requested statement even after several reminders, thereby violating the legal obligation of cooperation with the Protector of Citizens.
The Ministry was recommended to submit the requested information and to act in a timely and complete manner in the future upon the requests of the Protector of Citizens. The recommendation was not acted upon within the set deadline.[footnoteRef:52] [52:  Available at: https://www.ombudsman.rs/index.php/2011-12-25-10-17-15/2011-12-26-10-05-05/8372-inis-rs-v-zdr-vlj-d-ispuni-z-n-pr-pis-nu-b-v-zu-s-r-dnj-s-z-sh-i-ni-gr-d-n 
] 


INDIVIDUAL RECOMMENDATIONS RESULTING FROM INVESTIGATIONS
· The Ministry for Family Welfare and Demography should:
· without delay issue decisions on the complainants’ requests for exercising the right to financial assistance for the construction, participation in the purchase, or purchase of a family residential building or apartment on the grounds of childbirth;
· determine the reasons that led to exceeding the statutory deadline of 30 days for decision-making and, in accordance with the findings, undertake appropriate measures;
· ensure adequate staffing capacities for processing requests in order to prevent the recurrence of the identified shortcomings;
· when adopting administrative acts in the execution of judgments of the Administrative Court, act in accordance with the binding legal interpretations of the court and adopt decisions within the legally prescribed deadlines, in line with the principles of good administration;
· in an appropriate procedure, determine any potential responsibility of public officials for the identified shortcomings and, should such responsibility be established, impose appropriate measures;
· The Ministry of Health should, in its future work, act in a timely manner upon requests of the Protector of Citizens and provide complete, precise and documented responses, in accordance with the statutory obligation to cooperate;
· The Coordination and Cooperation Group at the Basic Public Prosecutor’s Office in Mladenovac should, in accordance with Article 25 of the Law on Prevention of Domestic Violence, review all cases of domestic violence that have not been concluded by a final court decision, prepare individual plans for the protection and support of victims, and propose measures to the competent public prosecutor’s office aimed at concluding court proceedings.




LGBTI PERSONS’ RIGHTS
Introduction and Legal Framework
The protection of the rights of LGBTI persons constitutes a part of the overall system of protection against discrimination and the promotion of equality before the law. In addition to the Constitution of the Republic of Serbia and the Law on Prohibition of Discrimination, relevant international standards and recommendations of the Council of Europe and the European Union are also significant, obliging the State to ensure effective protection against violence and discrimination, legal recognition of gender identity, and equal treatment in the exercise of family and other rights.
Within the scope of its competence/mandate, the Protector of Citizens monitors the actions of public authorities in cases involving violations of the rights of LGBTI persons, points to normative shortcomings and issues recommendations aimed at improving the legal and institutional framework.
Main Challenges and Obstacles
During the reporting year, the Protector of Citizens handled cases in the field of LGBTI persons’ rights; however, the continuously low number of complaints cannot be interpreted as an absence of problems in this area, but rather must be viewed as an indicator of the low level of trust of LGBTI persons in institutions. The assessment of the situation in this field is based primarily on monitoring the general social context, the implementation of general systemic recommendations of the Protector of Citizens, the existing normative framework and identified legal gaps, as well as on data provided by relevant stakeholders indicating the position of LGBTI persons in practice.
Although the legislative framework formally guarantees protection against discrimination, in practice LGBTI persons continue to be exposed to violence, discrimination and social stigmatization. Recorded hate-motivated incidents and indications of a low level of trust in institutions point to the need for consistent implementation of existing protection mechanisms and improvement of the institutional response.
A law regulating same-sex unions has still not been adopted, nor has a law regulating the legal consequences of sex/gender reassignment in accordance with gender identity been adopted, leaving the status of LGBTI persons normatively unregulated in key areas concerning family and personal status. Furthermore, amendments to the Criminal Code have not been adopted in order to incriminate, in all relevant criminal offences, acts committed on the grounds of sexual orientation and gender identity, nor does the Law on Police explicitly prescribe a prohibition of discrimination on these grounds.
According to data provided by civil society organizations, more than 110 hate-motivated incidents against LGBTI persons were recorded, including physical attacks, threats and hate speech.
Issues relating to the safety and protection of the rights of LGBTI persons were also in the focus of public attention during Pride Week, further highlighting the importance of ensuring the protection of participants and respect for the right to peaceful assembly.







[bookmark: _Toc35172756][bookmark: _Toc229649725]RIGHTS OF PERSONS WITH DISABILITIES 

Introduction and legal framework
The Protector of Citizens pays special attention to the protection and promotion of the rights of persons with disabilities, in accordance with its constitutional and statutory powers. The Republic of Serbia has ratified the United Nations Convention on the Rights of Persons with Disabilities, which establishes the obligation of the State to ensure the full and equal enjoyment of all rights by persons with disabilities, with respect for their dignity.
The normative framework for the protection of the rights of persons with disabilities includes, inter alia, the Law on the Prevention of Discrimination against Persons with Disabilities,[footnoteRef:53] the Law on Professional Rehabilitation and Employment of Persons with Disabilities,[footnoteRef:54]  the Law on Social Protection,[footnoteRef:55]  the Law on Pension and Disability Insurance,[footnoteRef:56] the Law on Health Insurance[footnoteRef:57], as well as the relevant by-laws.  [53:  “Official Gazette of the RS”, Nos. 33/06 and 13/16.]  [54:  “Official Gazette of the RS”, Nos. 36/09, 32/13 and 14/22 – other law.]  [55:  “Official Gazette of the RS”, Nos. 24/11 and 117/22 – Constitutional Court decision.]  [56:  “Official Gazette of the RS”, Nos. 34/03 … 94/24.]  [57:  “Official Gazette of the RS”, Nos. 25/19, 92/23 and 109/25 – other law.] 

In addition, the Strategy for Improving the Position of Persons with Disabilities in the Republic of Serbia for the period 2025–2030, together with the Action Plan for its implementation for the period 2025–2027, defines objectives, measures and activities aimed at the systematic improvement of the position of persons with disabilities and the consistent application of the social model in public policies.[footnoteRef:58] [58:  “Official Gazette of the RS”, No. 6/25.] 

Within its competence, the Protector of Citizens monitors and controls the work of public authorities, pointing to identified shortcomings in the implementation of regulations and measures relevant to the exercise and protection of the rights of persons with disabilities.

[bookmark: _Hlk220505385]Main challenges and obstacles
The general assessment indicates that progress was achieved in 2025 regarding the accessibility of information for persons with disabilities and raising awareness about the importance of accessibility as a prerequisite for independent living and full and equal participation in society.
Key challenges relate to inconsistencies and the existence of a dual system for exercising the right to financial benefits for assistance and care by another person. In addition, failures by competent authorities to act within legally prescribed deadlines were identified in procedures concerning the exercise of rights under pension and disability insurance, as well as rights to material support measures within the social protection system.
Within the social protection system, the lack of accommodation and staffing capacities in institutions results in the creation of so-called waiting lists, due to which beneficiaries cannot timely access day-care services, residential accommodation and respite care services, despite the actual need for such services.[footnoteRef:59]  [59:  Respite care service is a short-term and occasional accommodation service for persons with developmental disabilities, provided in the form of day-care, weekend or multi-day accommodation, thereby offering support both to the beneficiary and to the family in maintaining and improving their quality of life. – Rulebook on Detailed Conditions and Standards for the Provision of Social Protection Services (“Official Gazette of the Republic of Serbia”, Nos. 42/13, 89/18 and 73/19).] 

Although certain progress has been noted, the problem of insufficient architectural accessibility of public buildings and collective housing facilities, as well as insufficient information-communication and cognitive accessibility, remains present. Of particular concern are normative shortcomings in the area of accessibility of healthcare institutions, which further hinder access to healthcare for persons with disabilities. 
In 2025, amendments and supplements to regulations governing the fields of human cells and tissues and transplantation of human organs,[footnoteRef:60] were not adopted, meaning that even after four years the decisions of the Constitutional Court[footnoteRef:61] have not been implemented. Amendments to these regulations would enable an increase in the number of organ transplant procedures performed, reduce waiting lists for organ transplantation, contribute to the treatment of patients, many of whom are persons with disabilities, and improve their quality of life. [60:  Law on Human Organ Transplantation and the Law on Human Cells and Tissues (“Official Gazette of the Republic of Serbia”, Nos. 57/18 and 11/21 – Constitutional Court decision).]  [61:  Constitutional Court Decision No. IUz 223/2018 and Constitutional Court Decision No. IUz-69/2020 (“Official Gazette of the Republic of Serbia”, No. 111/21).] 


Key statistical data
In the area of the rights of persons with disabilities, 205 cases were considered in 2025, accounting for 3.78% of the total number of cases considered. Work was completed in 180 cases (82.80%), while 190 cases from previous years were also completed. A total of 26 recommendations were issued, five of which became enforceable and all were complied with (100%).
Inadmissible complaints accounted for 33.89% of completed cases, most often due to the exhaustion of legal remedies not having been met or lack of competence. Advisory assistance was provided in 60.65% of inadmissible complaint cases. Complaints most frequently concerned the rights of persons deprived of legal capacity, the right to an increased allowance for assistance and care by another person, and equal accessibility of services.

Main findings and trends
During the reporting period, certain progress was observed in the institutional and normative approach to the protection of the rights of persons with disabilities, alongside the continued presence of certain structural problems that still significantly affect the exercise of these rights in practice.
A significant trend in 2025 was the initiation of the drafting process of the Law on Records of Persons with Disabilities, aimed at establishing a unified and reliable database, as well as the preparation of the Draft Law on Organizations of Persons with Disabilities. These activities represent an important step towards the systematic regulation of this area, improving public policy planning and strengthening the role of organizations of persons with disabilities in advocacy, participation and the protection of the rights of persons with disabilities.
In order to gain a better understanding of the problems faced by persons with disabilities, the Protector of Citizens established the Council for the Rights of Persons with Disabilities in June 2025, as an expert advisory body.
The Council was established in accordance with the principle “Nothing About Us Without Us” and consists of representatives of organizations of persons with disabilities, an accessibility expert and a representative of the academic community. The Council provides expert and advisory support to the Protector of Citizens in exercising its competence in the area of protection of the rights of persons with disabilities. In addition to the work of the Council, the Protector of Citizens continued and expanded cooperation with civil society organizations dealing with the position of persons with disabilities, thereby acting preventively to improve the rights of persons with disabilities.
During the reporting year 2025, the Protector of Citizens continued activities aimed at raising awareness about the importance of accessibility through the promotion of good practices and by pointing out normative and practical shortcomings affecting the exercise of the rights of persons with disabilities. In cooperation with the Standing Conference of Towns and Municipalities, awards were granted for the ninth consecutive year to local self-government units for their contribution to the development of accessibility within their territories. These activities contribute to raising awareness of the importance of accessibility as a prerequisite for independent living and full participation of persons with disabilities in society.[footnoteRef:62]   [62:  The award for contribution to the development of all forms of accessibility within its territory was granted to the City of Pirot, for the initiative to reconstruct the Army Hall, which was adapted and renovated with the aim of making the multifunctional centre accessible to all persons, namely by ensuring unobstructed movement and access for persons with disabilities, children and older persons. The Municipality of Bosilegrad received the award for improving the accessibility of the Health Centre, for the initiative to install an elevator in the healthcare institution building, implemented in accordance with all relevant standards, thereby significantly improving the accessibility of healthcare services for persons with limited mobility. Recognitions were awarded to the cities and municipalities of Bela Palanka, Svilajnac, Sombor, Smederevo and Kikinda for improving physical, information-communication and institutional accessibility, as well as for cooperation with associations of persons with disabilities. The City of Kragujevac received a commendation for continuity in its work in the field of improving accessibility.] 

The findings of the Protector of Citizens indicate that persons with disabilities continue to face significant obstacles in accessing healthcare. More than one-third of healthcare institutions included in the Network Plan of Healthcare Institutions do not provide designated parking spaces for vehicles of persons with disabilities, which particularly hinders access for persons using wheelchairs.
In addition to physical barriers, communication and orientation barriers were also identified, as well as normative shortcomings, since the regulations governing the conditions for performing healthcare activities do not explicitly prescribe the obligation to adapt access to healthcare institutions for persons with disabilities.
The findings of the Protector of Citizens indicate that the right to financial benefits for assistance and care by another person is essentially exercised within two different systems and before two different authorities – the social protection system and the pension and disability insurance system. Although this concerns substantively the same right, such regulation creates legal uncertainty and potentially harmful consequences for beneficiaries, thereby undermining the very purpose of the right.
Based on citizens’ complaints, the Protector of Citizens notes that proceedings upon citizens’ requests for disability pensions and financial benefits for assistance and care by another person last significantly longer than the legally prescribed deadlines.
Although the normative framework in the area of professional rehabilitation and employment of persons with disabilities has been improved, the findings of the Protector of Citizens indicate that the labour market still does not provide sufficient opportunities for their full integration. Limited employment opportunities and inaccessible working environments contribute to the persistence of inequalities in this area.
In the area of health insurance, persons with disabilities exercise rights to medical and technical aids in accordance with the Law on Health Insurance. However, it has been observed that certain conditions and deadlines for renewing rights to aids do not correspond to the needs of beneficiaries, and that there is a need to introduce new types of aids.
Important cases and investigations from practice
Accessibility of healthcare institutions
Based on information received from Council members, the Protector of Citizens launched investigations into the legality and regularity of the work and conduct of healthcare institutions included in the Network Plan of Healthcare Institutions, in order to determine the level of accessibility for persons with disabilities using wheelchairs and to review normative shortcomings.
Based on data obtained from the Ministry of Health, it was established that more than one-third of healthcare institutions included in the Network Plan of Healthcare Institutions do not provide designated and marked parking spaces for vehicles of persons with disabilities. The lack of accessible parking, as well as the existence of physical and communication-information barriers in healthcare institutions, significantly hinders or prevents access to healthcare for persons with disabilities.
The Protector of Citizens identified normative shortcomings, given that the applicable regulations governing the conditions for performing healthcare activities do not prescribe the obligation to adapt access to healthcare institutions for persons with disabilities, and pointed to the need to improve the normative framework in this area.[footnoteRef:63] [63:  Available at:https://www.ombudsman.rs/index.php/2011-12-11-11-34-45/8329-b-zb-di-i-p-r-ing-s-s-b-s-inv-lidi-ispr-d-zdr-vs-v-nih-us-n-v] 


Exercise of the right to financial benefits for assistance and care by another person
The Protector of Citizens handled a complaint submitted by a complainant on behalf of her mother regarding a request by the Social Welfare Centre of the City of Zrenjanin for the repayment of a significant amount of money allegedly unduly paid as an allowance for assistance and care by another person, after it had been established that the beneficiary had simultaneously exercised the right to a survivor’s pension.
During the investigation, it was established that the beneficiary had previously been granted the right to an increased allowance for assistance and care by another person without time limitation, based on an assessment by the expert body of the Republic Fund for Pension and Disability Insurance, and that this allowance had been paid by the Social Welfare Centre. Subsequently, within another system, she acquired the right to a survivor’s pension and the right to financial compensation for assistance and care by another person as a pension beneficiary, which should thereafter have been paid by the Republic Fund for Pension and Disability Insurance. Several years later, after learning that the complainant had become a beneficiary of a survivor’s pension, the Social Welfare Centre of Zrenjanin adopted a decision retroactively terminating the right to the increased allowance for assistance and care by another person and requested repayment of funds for a multi-year period during which, according to the law, the financial compensation should have been paid by the Republic Fund for Pension and Disability Insurance.
While handling the complaint, the Protector of Citizens pointed out that the right to financial benefits for assistance and care by another person is exercised within two different systems and before two different authorities – the social protection system and the pension and disability insurance system – although this concerns substantively the same right, the material conditions for its exercise are identically prescribed, and the health condition and need for assistance and care are assessed by the same authority, namely the expert body of the Republic Fund for Pension and Disability Insurance.
Such inconsistent regulation creates legal uncertainty and potentially harmful consequences for beneficiaries, who in some cases become obliged to repay exceptionally high amounts of money, although the source of financing in both systems is the budget of the Republic of Serbia. In this way, the purpose of the financial benefit for assistance and care by another person, as well as the social protection system itself, is called into question.
Since this issue represents a long-standing systemic challenge that has not yet been resolved through amendments to the relevant regulations, the Protector of Citizens once again issued an opinion to the competent ministry aimed at regulating the exercise of this right within a single system and before a single authority.[footnoteRef:64] [64:  Available at: https://www.ombudsman.rs/index.php/2011-12-25-10-17-15/pr-v-s-b-s-inv-lidi-i-s-ri-ih/8284-inis-rs-v-d-inicir-z-ns-u-r-gul-ivu-pr-v-n-n-vc-n-d-v-nj-z-p-c-i-n-gu-drug-g-lic ] 


Untimely action and lack of cooperation in proceedings concerning the right to financial benefits for assistance and care by another person
The Protector of Citizens handled complaints from citizens pointing to excessively long proceedings concerning the exercise of rights under pension and disability insurance, as well as failures by competent organizational units of the Republic Fund for Pension and Disability Insurance to act within legally prescribed deadlines. Investigations established that delays in decision-making were largely the result of delays in medical assessment procedures, as well as insufficient coordination between the Republic Fund for Pension and Disability Insurance and the competent ministry. In some cases, proceedings lasted for several months or even years without a final decision being adopted, placing citizens in a state of uncertainty and financial vulnerability.
The Protector of Citizens found that such conduct constituted a violation of citizens’ right to timely decision-making and legal certainty, as well as a deviation from the principles of good administration. In order to eliminate the identified irregularities and unlawful conduct, the Protector of Citizens issued recommendations to the Ministry of Labour, Employment, Veteran and Social Affairs and the Republic Fund for Pension and Disability Insurance. The competent ministry informed the Protector of Citizens about measures taken in response to the recommendations, while the Republic Fund for Pension and Disability Insurance, despite several reminders, failed to provide information on the outcome of actions taken pursuant to the recommendations. The absence of information from the Republic Fund for Pension and Disability Insurance hinders monitoring of the measures undertaken and reduces the effectiveness of proceedings in cases of direct importance for the exercise of the rights of persons with disabilities. 

Irregularity in the work of a local self-government authority remedied
The Protector of Citizens handled a complaint submitted by a person with disabilities indicating that the Municipal Administration of the Municipality of Zvezdara had failed to act upon her request for the issuance of a decision approving construction works.[footnoteRef:65] The complaint stated that, due to her health condition and the established degree of bodily impairment following two major surgeries, the complainant needed to make the facility accessible for her own needs. After the Protector of Citizens sent an act of cooperation and preventive action to the Municipal Administration of the Municipality of Zvezdara, the competent authority acted upon the complainant’s request and adopted the decision.[footnoteRef:66] [65:  Article 145 of the Law on Planning and Construction (“Official Gazette of the Republic of Serbia”, Nos. 72/09 … 91/25).]  [66:  Case No. 3314-160/25.] 





Exercise of the right to work and employment
The Protector of Citizens handled a complaint submitted by a citizen with hearing impairment who pointed to the inability to exercise the right to work and employment, stating that she had been placed in an unequal position during the employment process due to her disability. During the proceedings, it was established that the allegations concerned possible discrimination in the area of employment, for which the Commissioner for the Protection of Equality is competent. The Protector of Citizens therefore advised the citizen to address the competent authority and provided appropriate information regarding the further exercise of the protection of her rights.[footnoteRef:67] [67:  Case No. 3314-173/25.] 


INDIVIDUAL RECOMMENDATIONS ARISING FROM INVESTIGATIONS
· The Ministry of Labour, Employment, Veteran and Social Affairs should undertake measures aimed at establishing a unified regulation of the exercise of the right to financial benefits for assistance and care by another person;
· The Ministry of Health shall undertake activities within its competence in order to ensure that healthcare institutions provide persons with disabilities, especially persons using wheelchairs, with unobstructed access to healthcare facilities on an equal basis with others;
· The Ministry of Health shall amend and supplement the Rulebook on Detailed Conditions for Performing Healthcare Activities in Healthcare Institutions and Other Forms of Healthcare Protection[footnoteRef:68] in order to eliminate physical, communication and orientation barriers, enabling unobstructed access, movement and stay of persons with disabilities in healthcare institutions and access to healthcare services; [68:  “Official Gazette of the RS”, Nos. 43/06 … and 86/25.] 

· The Republic Fund for Pension and Disability Insurance should ensure timely and efficient action in proceedings concerning the exercise of pension and disability insurance rights, particularly in the part relating to medical assessment procedures, and improve coordination between its organizational units; 
· The Republic Fund for Pension and Disability Insurance should act in a timely manner upon requests and recommendations of the Protector of Citizens and provide complete, precise and concrete responses, supported by appropriate documentation confirming the information provided.

















[bookmark: _Toc229649726]INDEPENDENT MONITORING MECHANISM FOR THE IMPLEMENTATION OF THE UNITED NATIONS CONVENTION ON THE RIGHTS OF PERSONS WITH DISABILITIES
Introduction and Mandate
By ratifying the United Nations Convention on the Rights of Persons with Disabilities (hereinafter: the Convention) and the Optional Protocol[footnoteRef:69] to the Convention, the Republic of Serbia has assumed the obligation to "promote, protect and ensure the full and equal enjoyment of all human rights by all persons with disabilities". [69:  Law on the Ratification of the Optional Protocol to the Convention on the Rights of Persons with Disabilities ("Official Gazette of the RS – International Treaties", No. 42/09).] 

In accordance with Article 2, Paragraph 2 of the Law on the Protector of Citizens[footnoteRef:70] and Article 33, Paragraph 2 of the Law on the Ratification of the Convention on the Rights of Persons with Disabilities, the Protector of Citizens performs the duties of the Independent Mechanism for Monitoring the Implementation of the Convention (hereinafter: the Independent Mechanism). [70:  "Official Gazette of the RS", No. 105/21.] 

The Independent Mechanism has the task of monitoring the compliance of national legislation and public policies with the provisions of the Convention and the recommendations of the UN Committee on the Rights of Persons with Disabilities, providing opinions on regulations and public policies, as well as analyzing the effects of their implementation on the position of persons with disabilities.
In the reporting period, due to limited human and financial resources, monitoring was focused on the areas of equality and non-discrimination, accessibility, independent living and inclusion in the community, as well as work and employment.

General Assessment of the Situation and Key Systemic Challenges
The general assessment of the Protector of Citizens in performing the duties of the Independent Mechanism is that the social model of approaching disability, promoted by the Convention, is formally integrated into the normative and strategic framework of the Republic of Serbia. In 2025, moderate progress was made in certain areas, and the processes of amending relevant regulations were initiated.
However, reform processes take a long time, and the implementation of regulations is neither uniform nor consistent. There are significant challenges regarding the efficiency of control mechanisms, as well as the monitoring of the actual effects of public policies on the position of persons with disabilities. One of the key systemic problems is the absence of a unique and centralized registry of persons with disabilities. There is no registry that would consolidate data from different subsystems, which makes it impossible to plan policies based on reliable and comparable data, or to monitor their effects.
In the area of social protection for persons with disabilities, it is necessary to accelerate the amendments to the Law on Social Protection and the adoption of a new social protection strategy, as well as to ensure the implementation of the deinstitutionalization strategy through the adoption of accompanying action plans.
In the area of legal capacity and equality before the law, it is necessary to harmonize the Family Law and the Law on Non-Contentious Proceedings[footnoteRef:71] with Article 12 of the Convention, in order to ensure a full transition from the substituted decision-making model to the supported decision-making model. Existing legal solutions still contain elements that are not fully aligned with the Convention. [71:  "Official Gazette of the SRS", Nos. 25/82 and 48/88 and "Official Gazette of the RS", No. 46/95 – other law ... and 106/15 - other law.] 

The process of deinstitutionalization and the development of community-based services has not progressed significantly. Institutional accommodation remains the dominant form of protection for persons with disabilities, while community-based services are underdeveloped, territorially uneven, and often limited in scope.
The accessibility system is not consistently integrated into public policies and regulations, and structural barriers in the field of employment continue to limit the participation of persons with disabilities in the open labor market, including the loss of social benefits due to employment and the insufficient application of reasonable accommodation.
In addition, it is necessary to ensure the harmonization of relevant laws with Article 12 of the Convention, including regulations related to the legal capacity and rights of users of accommodation services in social protection, as well as to eliminate existing conflicts in certain legal solutions, uneven definitions of disability, terminological discrepancies with the Convention, etc.
In practice, complex administrative procedures and insufficient budget allocations limit the effective realization of the rights of persons with disabilities.































[bookmark: _Toc229649727]RIGHTS OF NATIONAL MINORITIES
Introduction and Legal Framework
The Republic of Serbia guarantees by the Constitution special protection of the rights of members of national minorities in order to achieve full equality and preserve their national, linguistic, cultural, and religious identity.[footnoteRef:72] In addition to the rights guaranteed to all citizens, members of national minorities are ensured the exercise of additional individual and collective rights.  [72:  Articles 75 - 81 of the Constitution of the Republic of Serbia.] 

The legislative framework in this area includes, among others, the Law on the Protection of Rights and Freedoms of National Minorities,[footnoteRef:73] the Law on National Councils of National Minorities[footnoteRef:74] and the Law on the Official Use of Languages and Scripts[footnoteRef:75]. The Republic of Serbia has ratified the Framework Convention for the Protection of National Minorities[footnoteRef:76] and the European Charter for Regional or Minority Languages[footnoteRef:77], which represent key international standards in this area. An important strategic document is also the Strategy for Social Inclusion of Roma Men and Women in the Republic of Serbia for the period 2022–2030[footnoteRef:78].  [73:  "Official Gazette of the FRY", No. 11/02, "Official Gazette of SCG", No. 1/03 – Constitutional Charter and "Official Gazette of the RS", Nos. 72/09 - other law, 97/13 – Constitutional Court decision and 47/18.]  [74:  "Official Gazette of the RS", Nos. 72/09, 20/14 – Constitutional Court decision, 55/14 and 47/18.]  [75:  "Official Gazette of the RS", Nos. 45/91, 53/93, 67/93, 48/94, 101/05 – other law, 30/10, 47/18 and 48/18 – correction.]  [76:  Law on the Ratification of the Framework Convention for the Protection of National Minorities ("Official Gazette of the FRY – International Treaties", No. 6/98).]  [77:  Law on the Ratification of the European Charter for Regional or Minority Languages ("Official Gazette of SCG – International Treaties", No. 18/05).]  [78:  "Official Gazette of the RS", No. 23/22.] 

Within his constitutional and legal competencies, the Protector of Citizens monitors the implementation of regulations, acts upon citizens' complaints, or initiates procedures on his own initiative, thereby controlling the work of public authorities with the aim of protecting and improving the individual and collective rights of members of national minorities.

Main Challenges and Obstacles
Complaints from members of national minorities submitted to the Protector of Citizens during the reporting period indicate the existence of structural problems in the actions of public authorities that affect the realization of certain minority rights.
One of the observed challenges relates to the actions of competent authorities regarding the maintenance of official records on the personal status of citizens. Furthermore, a significant number of complaints point to the discriminatory and selective treatment of members of national minorities by administrative bodies.
A special group of challenges involves problems in providing continuous institutional support to members of the Roma national minority, particularly in the areas of social and healthcare protection, which impacts the ability to timely exercise rights and access services.
Challenges were also observed in providing adequate housing conditions for many members of the Roma community who continue to live in informal settlements with limited access to basic communal services. Insufficient progress in resolving property and legal relations, as well as the complexity of the legalization procedure for residential buildings, continue to pose an obstacle to lasting improvements in this area.

Key Statistical Data
In the area of the rights of national minorities, the Protector of Citizens considered 34 cases in 2025 (30 complaints and four own-initiative procedures), which accounts for 0.63% of the total cases considered in the reporting year. Work was completed on 30 cases (88.23%), while four cases remained pending. In addition, work was completed on 31 cases from previous years in 2025, indicating continuity of action in this area. The Protector of Citizens issued six recommendations to executive authorities, all six of which became due for execution during the reporting period. The competent authorities acted upon five recommendations, representing a compliance rate of 83.33%.
The largest number of completed cases referred to dismissed complaints (40%), most often due to a lack of jurisdiction (58.33% of dismissed complaints). In 75% of the dismissed cases (nine cases), the complainants were provided with advisory and legal assistance. The most common allegations in the complaints related to the prohibition of discrimination, special rights of Roma, and individual rights of members of national minorities.

Main Findings and Trends
During the reporting period, a trend of strengthening the strategic framework was observed in the area of protecting the rights of national minorities through the adoption of the Action Plan for the implementation of the Strategy for Social Inclusion of Roma Men and Women for the period 2026–2027[footnoteRef:79]. This provides a basis for systemic planning, coordination, and monitoring of measures in this area. Concurrently, the activities of the Protector of Citizens were focused on acting upon complaints relating to the conduct of administrative bodies, the realization of rights in official records, protection from discrimination, and issues concerning the healthcare, social protection, and housing of members of the Roma national minority. [79:  "Official Gazette of the RS", No. 105/22.] 

The findings of the Protector of Citizens indicate that problems still persist regarding the actions of competent registry offices when entering data on national affiliation into civil registries. Members of national minorities have approached the Protector of Citizens regarding the failure of competent authorities to act upon requests for registration, deletion, or alteration of data on national affiliation in the birth registry.
According to the law, an adult whose data on national affiliation has not been entered into the birth registry, as well as a person who wishes to have this data deleted or changed, may do so based on a statement given for the record before the registrar who maintains the birth registry. The Protector of Citizens points out the necessity for public servants and competent authorities to act within the legally prescribed deadlines and to provide citizens with complete and clear information regarding the realization of this right.
An increased number of hate speech cases, primarily directed at the Roma community, indicates the necessity of developing effective prevention mechanisms.
In his work to date, both through acting on complaints from members of the Roma national minority and by monitoring measures for the social inclusion of Roma men and women, the Protector of Citizens has emphasized in his regular annual and special reports the role and importance of Roma health mediators[footnoteRef:80] in improving the accessibility of healthcare for the Roma population. Findings from the reporting period indicate that, although the health mediator engagement program yielded significant results in previous years, serious shortcomings were observed in its application. [80:  Available at: https://pravamanjina.ombudsman.org.rs ] 

For a full nine months in the reporting year, not a single person was engaged to perform the duties of a health mediator. This occurred despite the Ministry of Health being responsible for implementing measures aimed at improving the health of Roma men and women, including resolving the employment status of mediators and increasing the number of employed Roma individuals within the healthcare system.
Additionally, there was a lack of systemic monitoring of health and socio-economic indicators regarding the position of the Roma population, which further hindered the ability to plan and implement measures aimed at improving healthcare protection for this community.
The issue of relocating members of the Roma national minority from informal settlements remains inadequately resolved. Roma informal settlements, which are known to competent authorities, are characterized by illegal construction, a lack of basic infrastructure (including access to water, electricity, and sewage), and are frequently located on the periphery of cities.

Important Cases and Practice Examples
Registration of Data on National Affiliation in Civil Registries
The Protector of Citizens initiated an investigation into the legality and regularity of the work of the City Administration of Vršac, after a complainant pointed out that the competent registry office had failed to act upon her request to register German national affiliation in the birth registry for a period exceeding six months. The procedure regarding this complaint is currently ongoing[footnoteRef:81]. [81:  Case number 331-241/25.] 


Hate Speech Against Members of the Roma Minority in the Media
The Protector of Citizens launched an own-initiative investigation[footnoteRef:82]  into the legality and regularity of the work of the Regulatory Authority for Electronic Media, concerning program content broadcast on a television station with national frequency. The broadcast featured offensive, racist, and unfounded claims about members of the Roma community that could have led to a violation of the human rights, freedom, and dignity of members of the Roma national minority, as well as the incitement of discrimination and intolerance. [82:  Available at https://www.ombudsman.rs/index.php/2011-12-25-10-17-15/pr-v-n-ci-n-lnih-njin/8352-z-sh-i-ni-gr-d-n-p-r-nu-ispi-ni-p-s-up-p-v-d-s-drz-isi-ni-p-ni-sh-s] 

Only after the Protector of Citizens initiated the procedure did the Regulatory Authority for Electronic Media undertake certain activities and draft a report detailing possible violations. Given that the Council of this body is responsible for imposing measures on media service providers, the Protector of Citizens will suspend further action until the formation of that Council, after which he will decide on the future course of the procedure and the potential need to enact measures within his competence.

Employment Rights
Acting on a complaint from an employee of the Ministry of Internal Affairs—a member of the Croatian national minority who claimed he was assigned to a lower-paid position due to his national affiliation—the Protector of Citizens conducted an investigation into the legality and regularity of the Ministry's work. Following the submitted statement, no shortcomings were found in the work of the Ministry of Internal Affairs, and the complaint was dismissed as unfounded.[footnoteRef:83] [83:  Case number 331-233/24.] 


Employment Status of Roma Health Mediators
Based on information regarding the unresolved employment status of Roma health mediators, the Protector of Citizens requested details from the Ministry of Health. The Ministry informed him that their engagement had been terminated at the beginning of 2025, but was re-established in September of the same year, at which point 61 mediators were engaged through the end of the year. During the period when the mediators were not employed, active monitoring of health and socio-economic indicators concerning the position of the Roma population was not conducted.[footnoteRef:84] [84:  Document protocol no. 20460 of July 25, 2025.] 

Consequently, the Protector of Citizens sent an Opinion to the Ministry of Health stressing the necessity of continuous mediator engagement and a permanent resolution to their employment status[footnoteRef:85], notifying the Coordination Body for Improving the Position of Roma Men and Women as well[footnoteRef:86]. [85:  Available at: https://www.ombudsman.rs/index.php/2011-12-25-10-17-15/pr-v-n-ci-n-lnih-njin/8305-inis-rs-v-zdr-vlj-d-p-r-n-n-n-pr-duzi-r-r-di-n-pr-idn-g-ng-z-v-nj-lic-z-b-vlj-nj-p-sl-v-r-s-zdr-vs-v-n-di-r ]  [86:  Decision on the Establishment of the Coordination Body for Improving the Position of Roma Men and Women ("Official Gazette of the RS", No. 78/25).] 


Housing Conditions in Informal Roma Settlements
The Protector of Citizens conducted an investigation into the legality and regularity of the work of the City Administration of Belgrade concerning living conditions in an informal settlement within the Rakovica City Municipality. The investigation established the need for more active involvement by competent authorities in upgrading communal infrastructure and services, providing adequate housing and security for residents, and ensuring their integration into the urban environment. The Protector of Citizens issued recommendations on this matter[footnoteRef:87], which the City Administration partially fulfilled. [87:  Available at: https://www.ombudsman.rs/index.php/2011-12-25-10-17-15/pr-v-n-ci-n-lnih-njin/8292-z-sh-i-ni-gr-d-n-upu-i-pr-p-ru-s-r-ri-u-z-s-ci-lnu-z-sh-i-u-gr-d-b-gr-d-zb-g-usl-v-u-n-f-r-ln-n-s-lju] 

Furthermore, following an address[footnoteRef:88] by the Vojvodina Roma Center, the Protector of Citizens requested a statement from the Ministry of Construction, Transport and Infrastructure regarding the application of regulations related to recording and registering real estate rights[footnoteRef:89] in Roma settlements, particularly substandard ones. The procedure concerning this complaint is ongoing[footnoteRef:90].  [88:   Document protocol no. 34074 of December 3, 2025.]  [89:  "Official Gazette of the RS", No. 91/25.]  [90:  Case number 331-226/25.] 


INDIVIDUAL RECOMMENDATIONS ARISING FROM INVESTIGATIONS
· The Secretariat for Social Protection of the City Administration of Belgrade should take all necessary measures to ensure that housing conditions in the residential units within the informal settlement of Kijevo – Rakovica are improved so as to meet the appropriate standards set forth by all relevant legal acts and guarantee the protection of the most vulnerable groups.






[bookmark: _Toc229649728]RIGHTS OF PERSONS DEPRIVED OF LIBERTY
Introduction and Legal Framework
Given that the right to liberty is one of the fundamental human rights, modern legal systems prescribe in detail the reasons and procedures for which a person's exercise of this right may be restricted or revoked. The Constitution of the Republic of Serbia, in the section relating to human and minority rights and freedoms (Articles 27-35), regulates the right to liberty and security, as well as the rights of persons deprived of liberty.
At the international level, these guarantees are contained in the International Covenant on Civil and Political Rights[footnoteRef:91] and the European Convention for the Protection of Human Rights and Fundamental Freedoms. These guarantees are regulated in more detail by legal acts such as the Law on the Execution of Criminal Sanctions[footnoteRef:92] and the Law on Police. [91:  "Official Gazette of the SFRY", No. 7/71.]  [92:  "Official Gazette of the RS", Nos. 55/14 and 35/19.] 


Main Challenges and Obstacles
During 2025, the Protector of Citizens recorded several events in which significant violations of the rights of persons deprived of liberty were observed, in the form of exceeding authority and the abuse of persons deprived of liberty by authorized officers; however, he considers that progress was nevertheless achieved in the reporting period, taking into account the challenges faced by the competent administrative bodies.
The reporting period is characterized by an increased number of complaints against the work of police officers due to the endangerment and violation of the rights of persons deprived of liberty. The increase in the number of complaints is associated with two factors: a rise in unreported public gatherings that required the presence and intervention of the police, as well as the pronounced presence of migrants and asylum seekers who frequently expressed dissatisfaction with the actions of police officers.
A special problem was the practice of retaining irregular migrants in the premises of police stations after being served a decision banning their further stay on the territory of the Republic of Serbia. This practice was brought into question from the standpoint of legality, but also regarding the conditions in which the persons stayed.
Although encouraging tendencies were observed in the work of institutes for the execution of criminal sanctions during the reporting period, with no recorded cases of abuse and neglect of persons deprived of liberty, complaints most frequently related to the realization of the right to healthcare protection and the allocation of persons deprived of liberty to other institutions.

Key Statistical Data
In the area of the rights of persons deprived of liberty, 236 cases were considered (232 citizens' complaints and four own-initiative procedures), which represents 4.36% of the total cases considered. Work was completed in 209 cases (88.56%), and 13 cases from previous years were also completed. A total of 11 recommendations were issued, all 11 of which became due for execution, and nine were acted upon (81.82% compliance rate).
Dismissed complaints accounted for 28.22% of completed cases, while 35.41% of complaints were assessed as unfounded. Advisory assistance was provided in 74.57% of the dismissed cases. The largest number of complaints in this area related to the treatment of persons serving prison sentences, persons in detention, as well as the actions of police officers.

Main Findings and Trends
During 2025, several complaints were submitted to the Protector of Citizens due to the exceeding of authority during interventions or due to the abuse of persons deprived of liberty by police officers. Although a significant number of complaints were assessed as unfounded, in certain investigative procedures, a gross violation of the rights of persons deprived of liberty was established, including a violation of the right to the inviolability of physical and mental integrity, the right to dignity, as well as a violation of the right to privacy and confidentiality of medical examinations.
In the procedures relating to the retention of irregular migrants in police stations, the allegations of inadequate conditions of stay and the practice of restricting freedom of movement in premises not intended for the detention of persons were found to be justified.
When it comes to penal-correctional institutions, no cases of torture or physical violence by staff towards persons deprived of liberty were recorded during the reporting period. Complaints most commonly related to the realization of the right to healthcare protection.

Important Cases and Practice Examples
Violation of the rights of a person deprived of liberty in the police premises in Novi Sad
In an own-initiative investigation[footnoteRef:93], the Protector of Citizens established that a person deprived of liberty, while under police control, sustained an injury which they stated was caused by the actions of police officers of the Novi Sad Police Directorate. A violation of the right to the inviolability of physical and mental integrity was established, as well as a violation of the right to privacy and confidentiality of the medical examination, since the examination was performed in the presence of police officers without a doctor's request. The Protector of Citizens issued nine recommendations to the Ministry of Internal Affairs, seven of which were acted upon, but no disciplinary procedure was initiated to determine individual responsibility. [93:  Available at: https://www.ombudsman.rs/index.php/2012-02-07-14-03-33/8335-p-lici-d-p-sh-lj-snu-p-ru-u-u-b-rbi-pr-iv-n-znjiv-s-i-z-r-uru] 


Violation of the rights of a foreign citizen at the Belgrade Border Police Station at "Nikola Tesla" Airport
Following a complaint from a citizen of the Republic of Turkey, the Protector of Citizens launched an investigative procedure[footnoteRef:94] in which he conducted direct supervision over the work of the Border Police Station at "Nikola Tesla" Airport. The investigative procedure established that a police officer violated the complainant's right to the inviolability of physical and mental integrity and the right to dignity through unlawful conduct, as it was established that he struck the complainant multiple times in the airport restroom. On this occasion, four recommendations were issued to the Ministry of Internal Affairs, which were fully acted upon, including the recommendation to conduct a disciplinary procedure against the mentioned police officer. [94:  Case number 4241-177/25.] 


Retention of irregular migrants in the premises of the Kanjiža Police Station
Regarding complaints about the work of the Kanjiža Police Station within the Kikinda Police Directorate, the Protector of Citizens initiated investigative procedures and supervised the work of the Kikinda Police Station. On that occasion, it was established that the freedom of movement of irregular migrants was restricted in premises not intended for detention, in conditions that were inadequate, and that basic conditions, including food and water, were not provided during the detention.
The Protector of Citizens issued recommendations[footnoteRef:95] to the Ministry of Internal Affairs to cease using the said premises for holding persons, to provide an appropriate legal basis for the restriction of freedom of movement, and to expedite the transport of irregular migrants to the reception centers of the Commissariat for Refugees and Migration. The issued recommendations were partially acted upon.  [95:  Recommendation available at: https://www.ombudsman.rs/index.php/2012-02-07-14-03-33/8394-ps-njiz-d-n-ris-i-n-usl-vn-pr-s-ri-z-s-sh-ir-gul-rnih-igr-n ] 


Actions of the Ministry of Internal Affairs at the protest on March 15, 2025
Regarding the events of March 15, 2025, in Kralja Milana Street, when a sound of unknown origin caused public alarm during the "15 for 15" protest, the Protector of Citizens launched an investigative procedure[footnoteRef:96] to determine whether the said sound was the result of the use of sound wave-based devices by the Ministry of Internal Affairs or another state administration body. [96:  Case number 4241-220/25.] 

Information was collected from the Ministry of Internal Affairs, the Higher Public Prosecutor's Office in Belgrade, the Ministry of Defense, the University Clinical Center of Serbia, and several non-governmental organizations, but no facts or evidence were established that would make it possible to shed light on the event.

Realization of the right to healthcare protection in the Special Prison Hospital in Belgrade
In a procedure following a complaint by a person under the security measure of mandatory psychiatric treatment and confinement in a healthcare institution, the Protector of Citizens addressed the Special Prison Hospital in Belgrade regarding the denial of a necessary surgical procedure. After the intervention of the Protector of Citizens, the necessary operation was facilitated and performed on the said person at the Zvezdara Clinical Hospital Center.

Transfer of an asylum seeker
Acting on a complaint[footnoteRef:97] against the work of the Commissariat for Refugees and Migration, the Protector of Citizens handled a case concerning the accommodation of an asylum seeker in the Asylum Center in Sjenica. The complaint highlighted circumstances that hindered the effective conduct of the asylum procedure and the realization of the asylum seeker's rights. After the Protector of Citizens initiated the procedure, the Commissariat for Refugees and Migration implemented the transfer of the asylum seeker from the Asylum Center in Sjenica to the Asylum Center in Obrenovac, thereby creating conditions for more efficient management of the procedure and providing more adequate accommodation conditions. [97:  Case number 4232-556/25.] 


Realization of the right to healthcare protection in the Penal-Correctional Institution in Sremska Mitrovica
The Protector of Citizens visited a convicted person serving a sentence in the Penal-Correctional Institution in Sremska Mitrovica, who had filed a complaint against the work of the Healthcare Service because they had not been provided with a necessary specialist examination. After the complainant's remarks were presented to the Head of the Healthcare Service, this institution enabled the convicted person to undergo a control examination (vascular Doppler ultrasound) and scheduled the necessary specialist examination by a vascular surgeon.

INDIVIDUAL RECOMMENDATIONS ARISING FROM INVESTIGATIVE PROCEDURES
· The Minister of Internal Affairs, the Director of Police, and the Heads of Police Directorates should:
· send a clear message that any form of inadequate treatment of citizens is illegal and subject to appropriate sanctions;
· ensure the implementation of effective investigations;
· ensure the determination of individual responsibility and the sanctioning of responsible police officers;
· The Ministry of Internal Affairs, the Police Directorate, and the Novi Sad Police Directorate should:
· ensure that medical examinations of persons are performed in accordance with applicable regulations and standards, generally without the presence of non-medical staff;
· ensure adequate video surveillance coverage of the building in Kralja Petra I Street, so that the route used to escort persons to the inspectors' offices is under functional video surveillance, with recordings kept for at least 30 days; ensure that the start time of a person's detention in each specific case is calculated in accordance with applicable regulations; enter complete data on the provision of healthcare assistance to the detained person in the detention premises into the detention records, so that the record contains data on all examinations performed;
· The Ministry of Internal Affairs, the Police Directorate, the Border Police Directorate, and the Belgrade Border Police Station should:
· treat all persons denied entry into the Republic of Serbia in a manner that ensures full respect for the right to the inviolability of physical and mental integrity and the right to dignity;
· undertake all available measures and actions to prevent any form of abuse;  
· The Ministry of Internal Affairs, the Kikinda Police Directorate, and the Kanjiža Police Station should cease using the room for the temporary accommodation of irregular migrants for the purpose of holding foreigners - irregular migrants or other persons deprived of their liberty or whose freedom of movement is restricted;
· The Ministry of Internal Affairs should take all necessary measures to ensure that the transport of irregular migrants from the territory of the Kanjiža municipality to the reception centers of the Commissariat for Refugees and Migration is carried out in the shortest possible time, in a safe and efficient manner.



[bookmark: _Toc66696317][bookmark: _Toc229649729]NATIONAL PREVENTIVE MECHANISM
Introduction and Legal Framework
The prohibition of torture and other cruel, inhuman, or degrading treatment or punishment is guaranteed by the Constitution of the Republic of Serbia and international treaties ratified by the Republic of Serbia. Accordingly, the state is obligated to ensure the protection of the rights of persons deprived of liberty and prevent all forms of abuse. By ratifying the Optional Protocol to the UN Convention against Torture and Other Cruel, Inhuman or Degrading Treatment or Punishment, the Republic of Serbia undertook the obligation to establish a national preventive mechanism (hereinafter: NPM) for regular visits to places where persons deprived of liberty are or may be held, in order to prevent torture and other forms of abuse.
In the Republic of Serbia, the NPM was established by the Law Amending the Law on the Ratification of the Optional Protocol to the UN Convention against Torture and Other Cruel, Inhuman or Degrading Treatment or Punishment[footnoteRef:98] which stipulates that the duties of the NPM are performed by the Protector of Citizens in cooperation with the ombudsmen of autonomous provinces and associations whose statutes envision the promotion and protection of human rights and freedoms as a goal[footnoteRef:99]. Within this competence, the NPM conducts visits to places of deprivation of liberty, issues recommendations to competent authorities to improve the treatment of persons deprived of liberty, and highlights the need to improve regulations and practices in the field of torture prevention. [98:  "Official Gazette of the RS - International Treaties", No. 7/11.]  [99:  Article 2a of the Law Amending the Law on the Ratification of the Optional Protocol.] 


Main Challenges and Obstacles
During the reporting year 2025, the work of the NPM took place in conditions that continue to indicate the existence of significant systemic challenges in the field of preventing torture and other forms of abuse. There are numerous testimonies from interviewed persons deprived of liberty stating that they have not been victims of torture. However, this does not mean that torture or other forms of abuse do not exist in the Republic of Serbia at all.
A particular obstacle is posed by insufficient capacities and limited resources in almost all places of deprivation of liberty. Previous efforts towards deinstitutionalization have not yielded the expected results, while the Action Plan for the Implementation of the Deinstitutionalization Strategy[footnoteRef:100] was adopted only at the end of 2025, even though 2026 is the final year of the Strategy's validity. [100:  Action Plan for the period 2025–2026 for the implementation of the Strategy of Deinstitutionalization and Development of Community Social Protection Services for the period 2022–2026 ("Official Gazette of the RS", No. 110/25).] 


Main Findings and Trends
In the reporting period, the NPM did not encounter any significant obstacles in accessing the institutions it visits. The management and staff of the institutions fully cooperated with the NPM teams, enabling them to conduct visits unimpeded in accordance with their mandate. The NPM teams were provided with all requested information, granted access to all premises and installations, allowed to photograph all parts of the institutions, review requested documentation, and hold private conversations with persons deprived of liberty chosen by the team members.
In order to improve cooperation and establish a continuous dialogue on the implementation of NPM recommendations and the prevention of torture, meetings were held with the ministries responsible for the institutions visited by the NPM. At these meetings, the main challenges regarding the position of persons deprived of liberty and their living conditions were highlighted, as well as the key observations of the NPM monitoring teams during their visits. The standards and recommendations of the European Committee for the Prevention of Torture and Inhuman or Degrading Treatment or Punishment (CPT) addressed to the Republic of Serbia were particularly discussed at these meetings.
In performing the duties of the NPM, the Protector of Citizens continued cooperation with the Provincial Protector of Citizens – Ombudsman of the Autonomous Province of Vojvodina, whose representatives participated in visits to institutions located on the territory of the Autonomous Province. Furthermore, cooperation continued with the following associations: the Valjevo Human Rights Board, the Center for Youth Integration, the Victimology Society of Serbia, the Helsinki Committee for Human Rights in Serbia, the Lawyers' Committee for Human Rights, Klikaktiv – Center for the Development of Social Policies, and Group 484.
Police stations continued to improve the records they keep on detained persons, including recording the realization of their rights. Nevertheless, it was observed that persons detained in criminal proceedings are often not adequately informed of their rights in writing, as they are handed inappropriate forms, and the start of detention is not always calculated correctly because the time from arrest or responding to a summons until the adoption of a detention order is not included.
Furthermore, detention records often do not contain all the necessary data that would provide a complete overview of the treatment of a detained person during their detention, such as information on meals, visits by police officers, and medical examinations prior to placement in detention facilities. In some cases, upon the expiration of their detention, individuals were not granted access to the record, denying them the opportunity to confirm the accuracy of the entered data with their signature or to raise objections to it. Such omissions frequently occur in situations where a person detained in one police station is transferred to another police station or a penal-correctional institution. However, this practice is not widespread, and it was noted that detention records in the reporting period were more comprehensive compared to previous years.
In the reporting period, the NPM did not observe any cases where persons deprived of liberty were denied medical assistance when they requested it or when it was necessary before or during detention. It was also noted that detained persons are allowed to inform a close person about their deprivation of liberty, and the realization of this right is properly recorded.
All persons detained in criminal proceedings either had a chosen defense attorney or a defense attorney appointed ex officio. Detention records contained information on whether a defense attorney was engaged, their full name, the time they were contacted, the time they arrived to see the detained person, and the time they conducted an interview with them.
In recent years, funds have been invested in improving the material conditions in detention facilities. Nevertheless, the NPM noted that several police directorates still do not have a sufficient number of detention rooms, and conditions in certain rooms are still not aligned with valid standards. The most common deficiencies observed were insufficient lighting and poor condition of sanitary facilities. In cases where persons detained in criminal proceedings are placed in the facilities of penal-correctional institutions, the NPM also observed shortcomings regarding the material conditions of stay. Particular attention was drawn to the practice of placing detained persons in the same rooms as individuals held in pre-trial detention, as well as the fact that they are not permitted time in the fresh air during their detention.
During the reporting period, the NPM received several allegations from persons deprived of liberty regarding ill-treatment by police officers, i.e., exposure to physical torture during arrest or immediately after being brought to a police station. These allegations generally could not be confirmed, primarily because no injuries were noted on the individuals, and in some cases, even based on documented injuries, it was not possible to determine that they resulted from the unjustified or excessive use of force.
Nevertheless, the NPM highlighted these allegations to prevent such conduct and ensure that, if it occurs, an effective investigation is conducted, individual responsibility is determined, and the responsible police officers are sanctioned. Furthermore, the NPM addressed recommendations to penal-correctional institutions to improve the documentation of observed injuries, especially those noted upon admission to the institution, and to ensure statements regarding the origin of injuries and the conduct of police officers are not taken in the presence of police officers.
In the reporting period, the NPM observed shortcomings regarding the material conditions in facilities for the accommodation of foreigners denied entry into the country, as well as in reception and care centers for migrants. These shortcomings primarily relate to the hygiene of the premises and the presence of insects. In shelters for foreigners, many previously issued recommendations were not acted upon, leaving many issues raised by the NPM in earlier reports unresolved. Regarding accommodation conditions, the main deficiencies are reflected in defective and unhygienic sanitary facilities and an insufficient number of activities available to foreigners during their stay in shelters. Despite years of pointing this out by the NPM, problems in providing adequate healthcare have not been fully resolved, nor has a system of psychological support and mental health monitoring been established for foreigners in these institutions.
The NPM also noted that communication with foreigners who do not speak English most commonly takes place via available apps or with the help of other foreigners who speak Serbian or English, even though the NPM has repeatedly emphasized the need to use professional translators. In addition, an insufficient number of police officers for direct work with foreigners was recorded in the shelters.
As one of the most significant problems in procedures for the return of foreigners, the NPM emphasized that foreigners were not allowed to point out facts that could represent an obstacle to their forced removal to a specific country, nor is the existence of such facts established. In this context, the Ministry of Internal Affairs announced that, when executing the removal of foreigners to their countries of origin, it will request an opinion in each individual case from the competent organizational unit that collects data on countries of origin and the situation in those states.
In residential social protection institutions, shortcomings were observed regarding ensuring privacy for users, as well as the need to improve information provided to users about their rights, obligations, and protection mechanisms. Also observed was an insufficient number of activities during free time, and in certain homes, shortcomings regarding the material conditions of accommodation. A lack of staff was recorded as a systemic problem, along with insufficient availability of continuous training for employees. The need to review the therapies prescribed to users was also identified, to reduce the number of medications and the risk of adverse effects.
Users are most often admitted to homes either with their legal capacity already revoked or during the process of its revocation. Regular judicial reviews of decisions on the deprivation of legal capacity are mainly based on the report of the social work center and medical documentation, while medical experts rarely visit users directly in institutions, and the users themselves are rarely heard. This practice leads to the formalization of court proceedings and exceptionally rare cases of restoring legal capacity or replacing full deprivation with partial deprivation.
The NPM has also repeatedly pointed out the need to improve guardianship protection for users staying in homes. The passivity of social work centers in this segment is recognized as a systemic problem requiring measures aimed at strengthening human and financial resources, so that guardianship protection is based on quality and the actual needs of users, and not exclusively on formal-legal aspects.
In the reporting period, the NPM observed an insufficient number of daytime activities available to convicts assigned to closed wards and persons in pre-trial detention within penal-correctional institutions. At the same time, significant improvement was noted in the implementation of specialized treatment programs. 
However, the NPM noted the phenomenon of convicts being excluded from the regular regime of serving their sentence without an appropriate decision being made, as well as shortcomings regarding the material conditions of accommodation in certain institutions. Also, the need to improve the method of drafting reports on the application of coercive measures was highlighted, to ensure more detailed and precise documentation of the manner of their application.
In certain institutions, the NPM received allegations from persons deprived of liberty regarding physical and verbal violence by staff. Although the credibility of these allegations could not be confirmed by reviewing documentation, the NPM highlighted them to strengthen preventive action and encourage the management of the institutions to continue activities aimed at preventing all forms of abuse.

Important Cases and Practice Examples
During the reporting period, through regular and extraordinary visits to institutions, the NPM identified examples illustrating key challenges in the protection of persons deprived of liberty. These examples reflect the observed systemic shortcomings, as well as the ways in which competent authorities reacted to the NPM's recommendations.

The role of defense attorneys during detention in police stations
During a visit to the Police Directorate in Požarevac, the NPM observed in several cases that lawyers, although contacted regarding the detention of a person in criminal proceedings, did not appear at the police station or immediately announced they would not come. Bearing in mind the importance of a defense attorney's presence for the protection of persons deprived of liberty, the NPM addressed a recommendation[footnoteRef:101] to the Bar Association to remind its members of their obligation to have personal contact with detained persons and their role in protection against abuse. [101:  Case number 412-23/25.] 


Allegations of inadequate police conduct in reception centers
During a visit to the Reception Center in Preševo, several migrants claimed they were subjected to physical violence by police officers upon leaving the Center, and that some migrants were taken to North Macedonia at night. The allegations could not be confirmed as there were no injuries or precise data on the events. However, the NPM highlighted them[footnoteRef:102] to strengthen preventive action and informed the Commission for the Implementation of Standards of Police Conduct in the Field of Torture Prevention. [102:  Case number 415-58/24.] 


Exclusion of convicts from the regular regime in penal-correctional institutions
During a visit to the District Prison in Prokuplje, the NPM observed that certain convicts assigned to the closed ward were placed in a stricter regime of stay, without written and reasoned decisions being made on their exclusion from the regular regime. The NPM emphasized[footnoteRef:103] the need for all separations from the communal execution of sentences to be made based on formal decisions to prevent arbitrariness. [103:  Case number 411-10/25.] 


Actions in incident situations in social protection institutions
During a visit to the "Vera Blagojević" Home for Children and Youth, the NPM determined a need for clearer regulation of actions in incident situations, especially in cases of aggressive or auto-aggressive behavior by users. Until the adoption of a national-level act, the NPM sent a recommendation[footnoteRef:104] to the Home to internally regulate these procedures. The Home informed the NPM that the recommendation was acted upon and a new action procedure was adopte. [104:  Case number 414-16/25.] 


Material conditions of accommodation in a correctional-educational facility
During a visit to the Correctional-Educational Facility in Kruševac, the NPM observed that the windows in one building were largely covered in paint, limiting the flow of natural light and the view outside. The NPM assessed that such a solution creates an unnecessarily oppressive atmosphere, especially considering it is an institution for young people. The NPM's recommendation[footnoteRef:105] was acted upon, and the paint was removed from all windows. [105:  Case number 411-49/24.] 


INDIVIDUAL RECOMMENDATIONS ARISING FROM SUPERVISION
· The Sombor Police Directorate - Headquarters should serve all persons detained in criminal proceedings with written notices of the rights of detained persons, which will list the rights from Article 29 of the Rulebook on Police Powers[footnoteRef:106]; [106:  "Official Gazette of the RS", Nos. 41/19 and 93/22.] 

· The Požarevac Police Directorate should: 
· conduct supervision over detained persons through periodic visits and conversations with the individuals, and enter data on the time of visits and any remarks into the detention records;
· enter data into all detention records regarding the medical examination prior to the start of detention, including information if the person refused a medical examination;
· allow detained persons staying in the Požarevac - Zabela Penal-Correctional Institution time in the fresh air for at least one hour if their detention lasts longer than 24 hours;
· The Požarevac Police Station should ensure sufficient lighting in the detention rooms;
· The Alibunar, Kovačica, and Opovo Police Stations should calculate the start of detention in criminal proceedings from the moment of arrest or the moment the person responds to a summons;
· The Požarevac Bar Association should:
· point out to its members the importance they have in protecting persons deprived of liberty from abuse;
· remind lawyers of the obligation to approach the defense of persons deprived of liberty in accordance with regulations and the Code of Professional Ethics, and to establish personal contact with detained persons during their stay at the police station; 
· The Prokuplje District Prison should:
· exclude convicts from the regular regime of serving their sentence solely on the basis of written and reasoned decisions made in a legally prescribed procedure; 
· enable convicted persons assigned to the closed ward to engage in purposeful activities during their free time, such as sports and cultural activities, clubs, and courses;
· The Subotica District Prison should ensure conditions for the work engagement of convicted persons assigned to the closed ward and persons in pre-trial detention;
· The Sombor Penal-Correctional Institution should:
· ensure the first medical examination of persons deprived of liberty upon admission to the Institution is performed no later than within 24 hours and always includes a visual examination of the entire body;
· ensure medical examinations are performed without the presence of non-medical staff, except in exceptional cases, with the reasons for their presence recorded;
· ensure that in cases of observed injuries, medical reports include detailed statements from the individuals on how the injuries occurred, that the injuries are described in detail, photographed, and drawn on a body chart, and that an expert opinion is provided on the connection between the allegations and objective findings;
· The Leskovac District Prison should, in cases where injuries indicating abuse are observed during the first medical examination or if the person states they were abused, inform the competent public prosecutor's office without delay and submit relevant documentation;
· The Kruševac Correctional-Educational Facility should:
· make the windows in the rooms of the Intensive Work Department transparent by removing paint from the glass; 
· ensure the doctor enters detailed statements on how injuries occurred into the examination reports of the wards, describes injuries in detail, photographs them, draws them on a body chart, and provides an opinion on the connection between allegations and findings;
· take measures to prevent any form of illicit treatment of wards, including verbal abuse;
· The Požarevac - Zabela Penal-Correctional Institution should ensure that upon admission of persons deprived of liberty, they are not asked to give a statement on whether they were previously subjected to ill-treatment in the presence of the police officers who brought them, but rather that the existence of injuries and their origin are determined exclusively by a doctor;
· The "Vera Blagojević" Home for Children and Youth should: 
· provide users upon admission with a written information booklet on their rights, obligations, and methods of protecting their rights, in a language and manner they can understand; 
· regulate by internal procedure the measures that can be taken in incident situations to protect users; 
· ensure a sufficient number of health and care workers, taking into account the structure and gender representation of employees;
· take measures to repair damage in rooms, shared bathrooms, hallways, the gymnasium, and on facades; 
· align the procedure for handling user complaints with the Law on the Rights of Users of Temporary Accommodation Services in Social Protection; 
· establish and maintain a record of complaints and objections; 
· adopt a professional development plan and include expert associates in training;
· establish a plan for sports, cultural, and other activities for users;
· The "Male pčelice" Institution for the Accommodation of Adults in Kragujevac should review the prescribed therapy for users to reduce the number of medications and the risk of side effects, including limiting the duration of benzodiazepine use to the shortest possible period.































[bookmark: _Toc229649730]NATIONAL RAPPORTEUR ON TRAFFICKING IN HUMAN BEINGS
During 2025, the Protector of Citizens, in the capacity of the National Rapporteur in the Field of Human Trafficking (hereinafter: the National Rapporteur), continued implementing activities aimed at strengthening the institutional response of the Republic of Serbia to human trafficking, improving the normative and strategic framework, monitoring compliance with recommendations, and enhancing cooperation with domestic and international actors. 
The activities of the National Rapporteur focused on the systemic monitoring of the situation, providing support for reform processes, and strengthening the capacities of competent authorities and institutions to ensure more effective protection of victims of human trafficking.

Activities of the National Rapporteur
Reporting and analytical work
During the reporting period, the National Rapporteur continued to conduct reporting and analytical monitoring of the situation in this field. A key activity in this regard was the drafting of the Second Report of the National Rapporteur on Trafficking in Human Beings[footnoteRef:107], which represents continuity in the independent monitoring of the situation concerning human trafficking and provides a basis for the further improvement of policies and practice. The Report issued 30 recommendations to relevant authorities for improving the situation regarding human trafficking in the Republic of Serbia. To enhance the visibility of the report and familiarize competent authorities and the public with its findings and recommendations, a conference was organized in September 2025 where the Second Report was officially presented[footnoteRef:108]. [107:  Available at: https://www.ombudsman.rs/index.php/2011-12-25-10-17-15/n-ci-n-lni-izv-s-il-c-u-bl-s-i-rg-vin-ljudi/8259-2024 ]  [108:  Available at: https://www.ombudsman.rs/index.php/2011-12-25-10-17-15/2011-12-26-10-05-05/8283-z-sh-i-ni-gr-d-n-srbi-n-pr-d-v-l-n-ric-lis-i-z-n-r-lu-rg-vin-ljudi ] 

In addition, during the reporting year, the National Rapporteur participated in national, regional, and international reporting processes. This included preparing and submitting contributions to questionnaires from relevant bodies, such as the contribution for the Migration Profile of the Republic of Serbia for 2024, the contribution for the OSCE Questionnaire on combating human trafficking, the contribution for the European Commission's report on Serbia's progress, and the contribution for the report of the UN Special Rapporteur on the sale and sexual exploitation of children, as well as reporting on the implementation of the Action Plan for Chapter 23. This contributed to a better alignment of the fight against human trafficking with the European integration process. These activities enhanced the international visibility of the Republic of Serbia's situation and efforts in combating human trafficking.

Cooperation and coordination at the national level
During 2025, the National Rapporteur continued cooperation and coordination with relevant state authorities and organizations involved in the system for combating human trafficking. This cooperation included communication with ministries responsible for internal affairs, justice, labor, and social protection, as well as other bodies and institutions participating in the prevention of human trafficking, victim protection, and the prosecution of perpetrators.
Special attention was given to cooperation with the National Coordinator for Combating Human Trafficking and the Center for the Protection of Victims of Human Trafficking, which contributed to improved coordination and information exchange in handling specific cases. 
Additionally, meetings were held with the Minister of Labor, Employment, Veteran and Social Affairs, as well as with representatives of the Ministry of Health and the Ministry of Education, to discuss systemic issues and action upon the recommendations of the National Rapporteur. A particularly significant event was a working meeting that brought together representatives from several ministries, inspection bodies, and relevant institutions, enabling a multisectoral approach in planning further steps to implement the National Rapporteur's recommendations. 
During the reporting period, a meeting was also held with relevant associations to outline further steps for forming the Council of the Protector of Citizens and Associations in the field of combating human trafficking.

Normative and strategic processes
In the reporting period, the National Rapporteur monitored and contributed to normative and strategic processes in the field of human trafficking, primarily through participation in the work of the Working Group for drafting the Bill on Preventing and Combating Human Trafficking and Protecting Victims. This ensured a contribution to improving the legal framework in accordance with international standards. Representatives of the National Rapporteur also participated in the work of the Special Working Group for Implementing, Monitoring, Reporting, and Evaluating the Program for Combating Human Trafficking, as well as in drafting an initial feasibility analysis for establishing an independent mechanism for border monitoring in the Republic of Serbia within the context of combating human trafficking.

International and regional cooperation
During the reporting period, the National Rapporteur engaged in international cooperation within mechanisms and processes related to monitoring the application of international standards in the fight against human trafficking. This cooperation was primarily reflected in participation in the process of monitoring the implementation of recommendations from the Third Evaluation Report of the Council of Europe's Group of Experts on Action against Trafficking in Human Beings (GRETA). A meeting was also held with representatives of the Group during their visit to the Republic of Serbia as part of the Fourth Evaluation Round, which facilitated direct information exchange and strengthened transparency in the conduct of competent authorities.
Furthermore, representatives of the National Rapporteur actively participated in international and regional events, including the 25th Alliance against Trafficking in Persons Conference in Vienna, the annual meeting of National Rapporteurs and Coordinators in Strasbourg, as well as several regional conferences and meetings in Sarajevo, Budva, and Brussels. Representatives of the National Rapporteur participated as panelists and presenters, showcasing analyses and the experiences of the Republic of Serbia, which contributed to strengthening international cooperation and positioning the institution of the National Rapporteur.
A representative of the National Rapporteur was a panelist at the 25th Alliance against Trafficking in Persons Conference on the panel "From Vulnerability to Innovation: Addressing Risks in Child Trafficking," where she delivered a notable presentation dedicated to innovative responses to child trafficking risks, with a special focus on an institutional analysis of the maturity of the Republic of Serbia's system in understanding contemporary challenges.
Representatives of the National Rapporteur participated in the annual meeting of National Rapporteurs and Coordinators in Strasbourg, where they took part in discussions, presented the activities and role of the National Rapporteur in the Republic of Serbia, and exchanged experiences and good practices with other national mechanisms, especially in the areas of monitoring recommendations, reporting, and international cooperation.
Also, a representative of the National Rapporteur was a panelist at the international conference "Labour Migration – Regular Pathways and Sustainable Labour Markets"[footnoteRef:109], organized within the Central European Initiative (CEI) in Belgrade. The presentation highlighted the connection between labor migration and the risk of human trafficking, as well as the importance of preventive and systemic measures to prevent exploitation and improve the protection of migrants' rights. [109:  Labour Migration – Regular Pathways and Sustainable Labour Markets.] 


Capacity building through training and field visits
Representatives of the National Rapporteur held a training session for employees of the Commissariat for Refugees and Migration regarding the role of the National Rapporteur, aiming for a better understanding of the competencies and role of this mechanism. They also participated in drafting the curriculum for the training "Prevention of Torture, Protection of Migrants' Rights, and Early Identification of Torture Cases among Migrants." A visit was conducted to the Asylum Center in Sjenica, as well as a visit to the Shelter for Victims of Human Trafficking, which allowed for direct insight into the functioning of the protection system.























[bookmark: _Toc229649731]OTHER ACTIVITIES IN THE PROTECTOR OF CITIZENS' AREAS OF WORK

[bookmark: _Toc229649732]AREA OF CIVIL AND POLITICAL RIGHTS
Introduction and Legal Framework
The realization of civil and political rights encompasses, among other things, issues regarding the conduct of internal affairs bodies, environmental protection, as well as the functioning of the justice and defense systems. In these areas, the Protector of Citizens controls the legality and regularity of the work of state administration bodies and holders of public authority in their treatment of citizens.
When acting on complaints related to the work of the Ministry of Internal Affairs concerning administrative procedures, the Protector of Citizens monitors the application of the Law on General Administrative Procedure[footnoteRef:110] and the Law on Police, as well as other laws and by-laws applied by the Ministry of Internal Affairs in its work. [110:  "Official Gazette of the RS", Nos. 18/16, 95/18 – authentic interpretation, 2/23 – Constitutional Court decision.] 

The right to a healthy environment is one of the rights guaranteed by the Constitution[footnoteRef:111] the realization of which has a direct impact on the protection of citizens' health and quality of life. The legal framework in this area consists of the Law on Environmental Protection[footnoteRef:112], the Law on Inspection Oversight[footnoteRef:113] and other specific regulations governing individual issues of environmental protection. The application of the Aarhus Convention[footnoteRef:114], also, plays a significant role in realizing this right, particularly concerning access to information, public participation in decision-making, and access to justice. In this context, the role of the Protector of Citizens is reflected in controlling the legality and regularity of the work of authorities responsible for implementing regulations in this area, especially regarding the exercise of inspection oversight.  [111:  Article 74 of the Constitution of the Republic of Serbia.]  [112:  "Official Gazette of the RS", Nos. 135/04, 36/09, 36/09 - other law, 72/09 - other law, 43/11 - Constitutional Court decision, 14/16, 76/18, 95/18 - other law, 95/18 - other law and 94/24 - other law.]  [113:  "Official Gazette of the RS", Nos. 36/15, 44/18 - other law and 95/18.]  [114:  Law on the Ratification of the Convention on Access to Information, Public Participation in Decision-Making and Access to Justice in Environmental Matters ("Official Gazette of the RS – International Treaties", No. 38/09).] 

In the area of justice and the judiciary, the Protector of Citizens controls the legality and regularity of the work of state administration bodies and holders of public authority, primarily the Ministry of Justice and entities entrusted with public powers. This control does not extend to the work of courts in conducting proceedings and making decisions.

INTERNAL AFFAIRS
Main Challenges and Obstacles
During 2025, the most significant challenges in the work of the Ministry of Internal Affairs related to the efficiency of administrative procedures and decision-making within legal deadlines. A delay was particularly noted in procedures before the Directorate for Administrative Affairs, especially in cases concerning the acquisition, admission, re-acquisition, and release from citizenship. No decisions were made in procedures for the acquisition and admission to citizenship throughout the calendar year, with the explanation that "checks are ongoing." Such actions lead to prolonged uncertainty regarding the legal status of individuals and delay the realization of rights dependent on citizenship status. 
Challenges were also observed in handling requests related to permanent and temporary residence, the issuance of identity cards and travel documents, vehicle registration, the issuance of driver's licenses, as well as in procedures related to weapons and weapon licenses. The prolonged duration of procedures and the failure to make decisions within legal deadlines affect legal certainty and the timely realization of citizens' rights and obligations.
A particular issue is the making of administrative decisions based on a "security assessment," the content and execution of which are not specifically regulated by regulations in these cases, and thus rely on discretionary evaluation. 
Certain challenges were also noted in procedures regarding the status of foreign citizens, detention at border crossings, as well as in disciplinary proceedings and deciding on appeals. Although the observed shortcomings are rectified in most cases following the intervention of the Protector of Citizens, the recurrence of the same or similar omissions in action is characteristic. This indicates the need for a more consistent application of the principle of efficiency and the improvement of internal control mechanisms. 

Main Findings and Trends
The actions of the Ministry of Internal Affairs in control cases are characterized by cooperation and the timely submission of statements. In most cases, after the Protector of Citizens initiated an investigative procedure, actions were taken that led to the conclusion of the procedures.
In the previous year, a significantly smaller number of complaints related to the implementation of the complaint procedure was recorded, indicating an improvement in the functioning of this mechanism. It was assessed that in 2025, the Ministry of Internal Affairs significantly developed mechanisms for controlling its work and that it handled submitted complaints in a timely and efficient manner, adequately conducting the complaint procedure, both formally and materially, compared to previous years. Nevertheless, there is still room for further improvement, particularly regarding a more consistent determination of the factual situation, including a broader use of audio and video recordings and other evidence available to complainants.
The Internal Control Sector responded to citizens in a timely manner and forwarded complaints to the competent organizational units. In certain cases, errors in the initial categorization of submissions were observed, which were subsequently corrected.
In some cases, citizens expressed dissatisfaction with the behavior of police officers, most frequently relating to verbal communication. In these instances, it was determined whether a complaint had previously been filed in accordance with the Law on Police. After initiating procedures, the Ministry submitted statements and, if necessary, took measures.
Citizens also reached out regarding verbal conflicts with other persons, mostly in family or neighborhood relations. In such situations, following consultation with the competent prosecutor's office, the parties were directed to seek protection of their rights in court proceedings, and the complaints were dismissed as unfounded if the police action was in accordance with their competencies.
In cases relating to the status of foreign citizens, deciding on appeals, and disciplinary procedures, reasoned statements and information on measures taken were provided. In some instances, the observed shortcomings were rectified during the investigative procedure.
Citizens also filed complaints concerning the submission of requests for the initiation of misdemeanor proceedings by the Ministry of Internal Affairs. In these cases, they were advised that the competent misdemeanor court decides on responsibility, and regarding the formulation of the request, they could file a complaint in accordance with the Law on Police.
In cases concerning the deletion of data on filed criminal complaints from the records of the Ministry of Internal Affairs, it was established that the Ministry acted in accordance with the Law on Records and Data Processing in the Field of Internal Affairs[footnoteRef:115]. In cases of dissatisfaction with the decision, parties were directed to the jurisdiction of the Commissioner for Information of Public Importance and Personal Data Protection, and complaints were rejected due to lack of jurisdiction. [115:  "Official Gazette of the RS", No. 24/18.] 


Important Cases and Practice Examples
Delay in procedures for the acquisition and admission to citizenship of the Republic of Serbia
In several cases related to the acquisition and admission to citizenship of the Republic of Serbia, the Directorate for Administrative Affairs of the Ministry of Internal Affairs informed that "checks are ongoing" without issuing administrative decisions. Investigative procedures were initiated, but without concrete deadlines for the conclusion of the procedure. These cases point to a lack of dynamic resolution of requests concerning the legal status of individuals.

Application of "security checks" in procedures related to weapons
In cases involving the rejection of requests or the confiscation of weapons and weapon licenses, decisions were made based on a security assessment. The parties pointed out the insufficient clarity of the reasons on which the decisions were based. These cases raise the question of the degree of substantiation required for administrative decisions when they are based on discretionary evaluation.

Negative security check – admission to the Basic Police Training Center
During the reporting period, the Protector of Citizens received complaints from candidates who, due to a negative security check, were not admitted for training at the Basic Police Training Center in Sremska Kamenica, even though they met the other competition requirements. The applicants requested insight into the results of the security check. Considering that these requests relate to access to information and personal data, the parties were directed to the jurisdiction of the Commissioner for Information of Public Importance and Personal Data Protection and the complaints were rejected due to a lack of jurisdiction.

ENVIRONMENTAL PROTECTION
Main Challenges and Obstacles
Citizens' complaints to the Protector of Citizens in the past year indicate that insufficient financial and administrative capacities, primarily at the local level, continue to hinder adequate and efficient inspection oversight in the area of environmental protection, as well as the performance of entrusted duties at full capacity.
Although the legal and regulatory framework in this area is largely established, its inconsistent application, incomplete and inefficient inspection oversight, and the lack of a preventive role of inspection bodies prevent the full realization of the right to a healthy environment.

Main Findings and Trends
The number and content of complaints received in the reporting period indicate an increased interest among citizens in environmental protection issues. Citizens most frequently addressed issues regarding noise, illegal dumps, waste and wastewater management, the operation of industrial facilities and mobile telephony base stations, as well as inadequate or non-existent access to drinking water over a prolonged period.
In the reporting period, the Law on Air Protection[footnoteRef:116] and the Law on Waste Management[footnoteRef:117] were adopted, aiming to further harmonize domestic regulations with European Union law and improve the situation in these areas, with the effects of their implementation expected to be visible in the coming period.  [116:  "Official Gazette of the RS", No. 51/25.]  [117:  "Official Gazette of the RS", No. 109/25.] 

In procedures conducted regarding noise, it was established that local inspections in certain cases do not carry out consistent oversight over the application of the Law on Protection against Environmental Noise[footnoteRef:118] and that local self-government units do not sufficiently use their authority to regulate in detail the conditions for the operation of catering facilities to ensure protection against noise. It was also noted that noise from construction sites is not sufficiently regulated, and that certain local self-government units permit the holding of public gatherings, entertainment and sports events, and other outdoor activities without established sound protection measures. [118:  "Official Gazette of the RS", No. 96/21.] 

Regarding nature protection, it was pointed out that there is insufficient inspection oversight over the implementation of nature protection conditions, as well as a lack of coordinated and preventive action by multiple inspection bodies in situations that carry a potential risk to the health and safety of citizens and the environment.
Concerning access to drinking water, it was established that in certain cases, local self-government units and local public utility companies failed to provide an alternative method of drinking water supply in situations of long-term inability to use water from the water supply system.
In the area of legal protection in environmental matters, the practice of conditioning the consideration of appeals on the payment of a fee was observed as a failure to respect the two-tier principle.
It was also noted that local environmental protection inspections in some cases do not conduct procedures for the administrative execution of decisions that order supervised entities to take measures to eliminate irregularities, resulting in decisions remaining unexecuted.

Important Cases and Practice Examples
Noise from construction sites
Following a complaint regarding the inaction of competent authorities concerning noise from a construction site where work was also carried out at night, and after the recommendation[footnoteRef:119] of the Protector of Citizens, the local inspection conducted oversight and ordered measures. Simultaneously, the Ministry of Environmental Protection was informed of the need for more comprehensive legal regulation of construction site noise, and the Ministry stated that the issue would be regulated in more detail by a by-law. This case highlights the importance of consistent inspection oversight and the need for more precise normative regulation of construction site noise to ensure effective legal protection for citizens. [119:  Available at: https://www.ombudsman.rs/index.php/2012-02-07-14-03-33/8204-inis-rs-v-z-sh-i-ziv-n-sr-din-sni-d-ur-di-b-v-z-inv-s-i-r-i-izv-d-c-r-d-v-p-pi-nju-z-sh-i-d-bu] 


Kamena Gora Protected Area
Following a complaint from a non-governmental organization regarding the operation of mini-hydropower plants in the area of a protected natural good, and after the report with recommendations from the Protector of Citizens[footnoteRef:120], a joint inspection oversight was conducted, and the Institute for Nature Conservation of Serbia took measures to determine potential damage to nature. This case indicates that the lack of complete and coordinated inspection oversight in the field of nature protection prevents ensuring the lawful conduct of business entities in protected areas and can lead to environmental degradation. [120:  Available at https://www.ombudsman.rs/index.php/2012-02-07-14-03-33/8181-z-sh-i-prir-d-i-insp-ci-s-i-n-dz-r-n-d-li-hidr-l-r-n-n-r-ci-gr-c-nici] 


Removal of hazardous waste
In a procedure initiated on own initiative regarding the demolition work of the "Jugoslavija" Hotel, a lack of timely reaction by the competent inspection bodies was established concerning the notification of citizens about the potential risk of asbestos exposure and oversight over the implementation of preventive measures. Recommendations[footnoteRef:121] were sent to several competent authorities to improve their preventive role. The deadline for acting on the issued recommendations is ongoing. This case showed that the lack of preventive action by inspection bodies prevents the application of prescribed protective mechanisms and increases the risk of harmful consequences for human health and the environment. [121:  Case number 4219-474/24.] 


Legal protection in environmental matters – the "Jadar" project
Following a complaint regarding the conditioning of appeal consideration on the payment of an administrative fee, and after the Protector of Citizens' report with recommendations[footnoteRef:122] the Ministry of Environmental Protection forwarded all timely and proper appeals to the Government of the Republic of Serbia as the second-instance body. This case shows that conditioning the consideration of an appeal on the payment of a fee can lead to the restriction of the right to a legal remedy in environmental matters. [122:  Case number 4219-65/25.] 


Access to drinking water in the Municipality of Temerin
Following a complaint by residents due to a long-term ban on the use of drinking water and the failure to provide an alternative supply, and after submitting a report with recommendations[footnoteRef:123], the local self-government unit and the local public utility company took certain measures to inform citizens and provide a drinking water cistern, so the recommendation was partially implemented. This example showed that failing to provide hygienically safe drinking water in the event of a ban on its use constitutes a violation of a legal obligation and can mislead citizens regarding the safety of the water. [123:  Available at: https://www.ombudsman.rs/index.php/2011-12-25-10-17-15/2011-12-26-10-05-05/8271-vn-un-ln-pr-duz-c-rin-d-b-zb-di-higi-ns-i-ispr-vnu-v-du-z-pic] 


JUSTICE AND JUDICIARY
In the reporting period, complaints related to the conduct of the Ministry of Justice, holders of public authority, as well as the functioning of the judicial information system, which in certain cases had a direct impact on the realization of citizens' rights. 
In the reporting period, cases of failure by holders of public authority to make decisions within legally prescribed deadlines were observed. The Belgrade Bar Association did not decide on a request for registration in the directory of volunteer law trainees, nor did it act upon the recommendation sent by the Protector of Citizens, indicating a problem in the exercise of entrusted public powers.
Acting on citizens' complaints against the work of the Ministry of Justice, due to failure to act on a proposal for the dismissal of a court expert, and against the work of public bailiffs, the Protector of Citizens initiated investigative procedures, after which the observed shortcomings were rectified and the procedures suspended.
In this reporting period, citizens also pointed out that they were completely prevented from realizing certain rights due to the non-functioning of the judicial information system of the Republic of Serbia, which is under the jurisdiction of the Ministry of Justice. According to the Ministry's announcements, the system was out of order for more than a month due to a hacker attack, which affected the work of judicial bodies, public notaries, and public bailiffs, as well as the realization of citizens' rights. In this regard, the Protector of Citizens highlighted the need to take continuous measures to ensure system security and business continuity in similar situations.
In the reporting period, a complainant also addressed the Protector of Citizens, pointing out that the High Judicial Council had not decided on his objection to the decision evaluating a judge's assistant, even after a prolonged period. In the investigative procedure[footnoteRef:124] the shortcoming was rectified.  [124:  Case number 3916-716/25.] 


DEFENSE
During 2025, citizens most frequently reached out regarding unresolved housing issues, as well as concerning the actions of the Defense Inspectorate upon submitted petitions. In one case, it was pointed out that the Military Post Office failed to act on a request for access to information of public importance. The applicant was directed to address the Commissioner for Information of Public Importance and Personal Data Protection.

INDIVIDUAL RECOMMENDATIONS ARISING FROM INVESTIGATIVE PROCEDURES
· The Secretariat for Inspection, Supervision and Communication of the Belgrade City Administration should, through the competent inspection, conduct oversight of the application of noise protection regulations in the case of noise from construction sites;
· [bookmark: _Hlk220507044]The Ministry of Environmental Protection should:
· more comprehensively legally regulate construction site noise by establishing explicit obligations for investors and contractors;
· in cooperation with competent authorities, conduct inspection oversight of the operation of the small hydropower plant on the Gračanica river and inform the complainant about the measures taken;
· forward all timely, permissible, and proper appeals, submitted by authorized persons against the Decision determining the scope and content of the Environmental Impact Assessment Study for the "Jadar" project for the underground exploitation of lithium and boron deposits, including the complainant's appeal, to the competent second-instance body without delay, with a warning about the consequences of not paying the fee prescribed by the Law on Republic Administrative Fees.[footnoteRef:125] [125:  "Official Gazette of the RS", Nos. 43/2003 and 109/25.] 

· The Institute for Nature Conservation of Serbia should determine whether the activities on the Gračanica river led to damage to nature and the protected area;
· The Labor Inspectorate should determine the responsibility of officers for failing to take measures regarding the application of regulations on asbestos protection; 
· [bookmark: _Hlk220507099]The Secretariat for Inspection, Supervision and Communication of the Belgrade City Administration should take measures to fully implement the decision on waste removal;
· The Coordination Commission for Inspection Oversight should establish guidelines to improve the coordination of preventive inspection oversight in cases of suspected asbestos presence;
· The Temerin Public Utility Company should: 
· provide hygienically safe drinking water for the residents of Temerin, Sirig, and Bački Jarak;
· regularly and clearly inform citizens about the ban on the use of drinking water and the reasons for the ban;
· The Municipality of Temerin should:
· post a notice about the ban on the use of drinking water at public fountains and in public institutions;
· take measures to provide temporary alternative methods of supplying safe drinking water, especially for vulnerable groups; 
· The Provincial Secretariat for Healthcare should monitor the execution of the decision on the ban of drinking water in the territory of the Temerin municipality and take measures aimed at its implementation;
· The Institute of Public Health of Vojvodina should take measures to protect and improve the health of citizens during the drinking water ban.




























[bookmark: _Toc229649733][bookmark: _Toc35172763]AREA OF ECONOMIC, SOCIAL AND PROPERTY RIGHTS
Introduction and Legal Framework
Economic, social, and property rights encompass a wide range of rights related to health, social security, work, education, property, and economic activity. The realization of these rights directly affects the quality of life of citizens, legal certainty, and the social stability of society. In the practice of the Protector of Citizens, this area includes, among other things, issues of healthcare and social protection, employment rights, pension and disability insurance, the functioning of the education system, the realization of property rights, the actions of authorities in the fields of construction, real estate cadastre, finance, energy, agriculture, as well as the work of local self-government authorities.
The basic constitutional framework in this area is established by the Constitution of the Republic of Serbia, which guarantees the right to healthcare, the right to social protection, the right to work, and the right to the peaceful enjoyment of property. The Constitution also obliges the state to create conditions for the preservation and improvement of the population's health and provides special protection for certain categories of the population, including children, pregnant women, mothers, the elderly, and single parents with children.
The normative framework in the field of healthcare is regulated by the Law on Healthcare[footnoteRef:126], the Law on Health Insurance, and the Law on Patients' Rights[footnoteRef:127], while the social protection system is based on the Law on Social Protection[footnoteRef:128], the Law on the Rights of Users of Temporary Accommodation Services in Social Protection[footnoteRef:129] and the Law on the Protection of Persons with Mental Disabilities[footnoteRef:130]. [126:  "Official Gazette of the RS", Nos. 25/19, 92/23 - authentic interpretation and 29/25 – Constitutional Court decision.]  [127:  "Official Gazette of the RS", Nos. 45/13 and 25/19 - other law.]  [128:  "Official Gazette of the RS", Nos. 24/11 and 117/22 - Constitutional Court decision.]  [129:  "Official Gazette of the RS", No. 126/21.]  [130:  "Official Gazette of the RS", No. 45/13.] 

Labor rights are regulated by the Labor Law[footnoteRef:131], the Law on Civil Servants[footnoteRef:132], the Law on Employees in Autonomous Provinces and Local Self-Government Units[footnoteRef:133], as well as other regulations and collective agreements, which regulate the right to work, the right to a healthy working environment, the prohibition of discrimination, freedom of association and collective bargaining, the right to remuneration, and social insurance. Rights from pension and disability insurance are regulated by the Law on Pension and Disability Insurance[footnoteRef:134]. [131:  "Official Gazette of the RS", Nos. 24/05... and 109/25 - other law.]  [132:  "Official Gazette of the RS", Nos. 79/05... and 9/26.]  [133:  "Official Gazette of the RS", Nos. 21/16... and 123/21 – other law.]  [134:  "Official Gazette of the RS", Nos. 34/03... and 94/24.] 

The legal framework in the field of education consists primarily of the Law on the Foundations of the Education System[footnoteRef:135], the Law on Primary Education[footnoteRef:136] and the Law on Higher Education[footnoteRef:137]. [135:  "Official Gazette of the RS", Nos. 88/17, 27/18 - other law, 10/19, 27/18 - other law, 6/20, 129/21, 92/23 and 19/25.]  [136:  "Official Gazette of the RS", Nos. 55/13, 101/17, 10/19, 27/18 - other law, 129/21, 92/23 and 19/25.]  [137:  "Official Gazette of the RS", Nos. 88/17, 73/18, 27/18 - other law, 67/19, 6/20 - other laws, 11/21 - authentic interpretation, 67/21, 67/21 - other law, 76/23 and 19/25.] 

The realization of property rights and the legal certainty of citizens in administrative procedures are regulated by numerous regulations relating to various sectors of public administration. In the field of construction and infrastructure, the legal framework consists of the Law on Planning and Construction[footnoteRef:138] and the Law on Inspection Oversight. Work in the field of the real estate cadastre is regulated by the Law on the Procedure of Registration in the Real Estate Cadastre and Infrastructure Cadastre[footnoteRef:139] and accompanying by-laws, while the procedure for determining and collecting public revenues is regulated by the Law on Tax Procedure and Tax Administration[footnoteRef:140]. [138:  "Official Gazette of the RS", Nos. 72/09... and 91/25.]  [139:  "Official Gazette of the RS", Nos. 41/18, 95/18, 31/19, 15/20 and 92/23.]  [140:  "Official Gazette of the RS", Nos. 80/02... and 109/25.] 

In the energy sector, the legal framework is established by the Energy Law[footnoteRef:141] and by-laws regulating the conditions for grid connection, electricity supply, and consumer protection. The field of agriculture is regulated by the Law on Agriculture and Rural Development[footnoteRef:142], the Law on Agricultural Land[footnoteRef:143] and regulations relating to agrarian payments, land consolidation, and the restitution of confiscated land. [141:  "Official Gazette of the RS", Nos. 145/14, 95/18 - other law, 40/21, 35/23 - other law, 62/23, 94/24 and 109/25 - other laws.]  [142:  "Official Gazette of the RS", Nos. 41/09, 10/13 - other law, 101/16, 67/21 - other law, 114/21 and 19/25.]  [143:  "Official Gazette of the RS", Nos. 62/06, 65/08 - other law, 41/09, 112/15, 80/17 and 95/18 - other law.] 

The actions of public authorities in administrative matters are also based on the rules of the Law on General Administrative Procedure, which prescribes the principles of legality, efficiency, and the protection of parties' rights in administrative procedures.
In addition to domestic legislation, the legal framework in this area also includes international standards, including the International Covenant on Economic, Social and Cultural Rights[footnoteRef:144] and the European Social Charter[footnoteRef:145] which guarantee the right to social security and health protection, as well as the European Convention for the Protection of Human Rights and its Protocol 1, which protects the right to the peaceful enjoyment of property. The case law of the European Court of Human Rights establishes that any interference by public authorities in the realization of property rights must have a legal basis, be in the public interest, and must not impose a disproportionate burden on the individual. [144:  Law on the Ratification of the International Covenant on Economic, Social and Cultural Rights ("Official Gazette of the SFRY – International Treaties", No. 7/1971).]  [145:  Law on the Ratification of the Revised European Social Charter ("Official Gazette of the RS – International Treaties", No. 42/09).] 

Within his competencies, the Protector of Citizens controls the legality and regularity of the work of administrative bodies and public services in their dealings with citizens, particularly regarding timely decision-making, respect for parties' rights, and the implementation of adopted decisions.

HEALTH
Main Challenges and Obstacles
Despite the existence of a comprehensive legal and institutional framework, the realization of the right to health in the Republic of Serbia faces numerous systemic and practical challenges, which affect the availability, quality, and equality of healthcare.
Significant territorial disparities between urban and rural areas represent one of the key problems. Residents of remote and underdeveloped areas often have limited access to healthcare institutions, specialist examinations, and diagnostic procedures, while vulnerable groups, including the poor, Roma, and persons without personal documents, are particularly exposed to the risk of unequal access to healthcare.
Long waiting lists for certain diagnostic and therapeutic procedures, as well as for specialist examinations, represent a serious obstacle to realizing the right to healthcare. An insufficient number of healthcare workers and the limited capacities of certain healthcare institutions further deepen this problem.
Limited financial resources, insufficient investment in primary healthcare and prevention, as well as the inefficient use of available funds, affect the stability and sustainability of the healthcare system. Consequently, a portion of citizens is forced to obtain healthcare services in private medical practices at their own expense, which represents an additional financial burden.

Main Findings and Trends
During the reporting period, the trend of a significant increase in the number of complaints regarding unprofessional conduct and negligent treatment by doctors in healthcare institutions continued, especially in tertiary-level healthcare institutions.
It is particularly noticeable that a significant number of complainants did not previously address the competent bodies within the healthcare institution, the advisor for the protection of patients' rights, or the health inspection. This phenomenon indicates citizens' insufficient awareness of available legal remedies, but also a pronounced distrust in the efficiency of existing mechanisms for the protection of patients' rights. 
The actions of the health inspection were the subject of several investigative procedures conducted by the Protector of Citizens, both due to untimely action upon citizens' petitions and due to dissatisfaction with the outcome of the conducted inspection oversight. It was observed that in a large number of cases, inspection oversights end with orders to conduct an extraordinary check of the quality of professional work, which is carried out by experts employed in that institution. Such practice often does not lead to determining responsibility for potential omissions, which further deepens citizens' distrust in control mechanisms.
In the field of rare diseases, complaints indicated that citizens could not realize the right to financial assistance, vouchers, or other forms of support because they were not registered in the Rare Diseases Registry, even though the diagnosis was established in competent healthcare institutions. From the procedures conducted by the Protector of Citizens, it emerges that healthcare institutions have the obligation to register patients in the Rare Diseases Registry, and that an omission in this procedure must not be at the expense of the patients. Although there was some improvement following the intervention of the Ministry of Health, difficulties still exist in practice due to the insufficient information of healthcare institutions and technical limitations.  
A recurring problem is the refusal to provide audio recordings of telephone conversations with Emergency Medical Services, with the explanation that they do not constitute medical documentation. In the investigative procedures, it was established that by refusing to provide the audio recordings, the complainant's right to information and legal protection of vital interests was violated. 
A large number of citizens' complaints concerned the failure to act or the untimely action of Emergency Medical Services in multiple cities and towns, which in some cases resulted in a fatal outcome. At the same time, the complaints pointed out the necessity of legally regulating the work of Emergency Medical Services in order to unequivocally prescribe the manner and organization of work, binding protocols, and procedures, and to ensure equal access to emergency medical assistance for all citizens according to the same standards and rules.
During the reporting period, complaints related to the realization of rights from mandatory health insurance were also handled, particularly regarding the scheduling of specialist consultative examinations, due to an insufficient number of available appointments.

Important Cases and Practice Examples
Omission in registration in the Rare Diseases Registry
A complainant addressed the Protector of Citizens due to the failure of healthcare institutions to register her child in the Rare Diseases Registry[footnoteRef:146], even though the disease was diagnosed at the Zvezdara Clinical Hospital Center, and subsequently confirmed at the Clinical Center of Serbia. Over a period of seven years, neither of the mentioned healthcare institutions performed the registration, which led to the denial of the right to support for persons suffering from rare diseases. After the Protector of Citizens took action, the Zvezdara Clinical Hospital Center - Belgrade stated that the technical capability to register in the Registry has existed since November 1, 2024, and that it will undertake activities to perform the registration. [146:  Case number 423-369/2025.] 


Actions of the health inspection
A complainant expressed dissatisfaction with the work of the health inspection[footnoteRef:147] in the procedure of overseeing the work of the Prijepolje General Hospital regarding his father's treatment, as well as due to the failure to provide a response to his remarks. After the Protector of Citizens initiated the procedure, the health inspector submitted a proposal to conduct an extraordinary external check of the quality of professional work, and the procedure was suspended.   [147:  Case number 423-924/2025.] 


Provision of audio recordings of the Belgrade Institute for Emergency Medicine
In this reporting period, the Protector of Citizens again conducted an investigative procedure[footnoteRef:148] regarding the refusal of the Belgrade Institute for Emergency Medicine to provide the complainant with audio recordings of conversations held with the emergency service operator. The Institute considered that audio recordings do not constitute medical documentation within the meaning of Article 23 of the Law on Patients' Rights. Taking into account the case law that treats audio recordings as medical documentation, the Protector of Citizens determined that the refusal to provide them was not legally founded and that this violated the complainant's right to information and legal protection, thus issuing a recommendation to the Belgrade Institute for Emergency Medicine. [148:  Case number 423-445/2025.] 


Failure to issue a certificate of registration in the Rare Diseases Registry
In an investigative procedure, it was noted that the Institute of Public Health of Serbia "Dr Milan Jovanović Batut" did not act in accordance with the Law on General Administrative Procedure regarding a request to issue a certificate of registration in the Rare Diseases Registry, but instead sent a notice to the party rather than issuing a certificate or adopting a decision. In this way, the complainant was denied the right to legal instruction and a legal remedy. A recommendation was sent to the Institute of Public Health of Serbia "Dr Milan Jovanović Batut"[footnoteRef:149]. The recommendation was fully and timely acted upon. [149:  Case number 423-1084/2025.] 


SOCIAL PROTECTION
Main Challenges and Obstacles
One of the greatest challenges in the field of social protection during the reporting period relates to the safety of users of accommodation services, taking into account fires in institutions for the accommodation of adults and the elderly, including cases involving unregistered facilities.
There is also a practice of slow and inefficient decision-making regarding submitted requests for material support. Another problem is the insufficient number of institutions for the accommodation of social protection service users and the limited capacities of existing homes and shelters, which makes it difficult to provide accommodation for users. Challenges remain regarding the staffing capacities of employees in social protection institutions and the conditions of institutional accommodation, which affect the timeliness and quality of service provision to users.
Delays in adopting amendments to the Rulebook on Closer Conditions and Standards for the Provision of Social Protection Services present an additional challenge, particularly in the section relating to support services for persons with autism.

Main Findings and Trends
The number of complaints in the field of social protection increased in 2025 compared to 2024. The largest number pertained to the rejection of, or failure to act on, requests for the realization of rights to material benefits, such as the right to attendance and care allowance, financial social assistance, and one-off financial assistance. In the investigative procedures, no major illegalities were observed regarding the outcome of decision-making, but slowness in action remains a dominant pattern, especially in procedures related to material support.
Complaints also related to the realization of accommodation services, with citizens pointing out difficulties in securing accommodation and issues with the quality of service in certain institutions.
Furthermore, complaints addressed the position of employees in the social protection system, particularly regarding the coefficients for calculating and paying salaries.
During the reporting period, it was observed that the amendments to the Rulebook on Closer Conditions and Standards for the Provision of Social Protection Services have not yet been finalized, even though working groups have been formed for its drafting.

Important Cases and Practice Examples
Delay in deciding on one-off financial assistance
A complainant submitted a request for one-off financial assistance to the City Center for Social Work, Čukarica Department, but had not received a decision by the day the complaint was filed. After the Protector of Citizens initiated an investigative procedure, the City Center for Social Work in Belgrade, Čukarica Department, issued a decision recognizing the right to one-off assistance, which was subsequently paid out. The procedure was suspended. This case highlights the importance of timely decision-making in procedures for realizing the right to material support, keeping in mind that these are persons in a state of social need.

Delay in drafting a by-law
A complainant pointed out that the deadline had expired for amendments to the Rulebook on Closer Conditions and Standards for the Provision of Social Protection Services, which were supposed to enable persons suffering from autism to access support services for independent living. Following a conducted investigative procedure, the Protector of Citizens established that the Ministry had formed three working groups to prepare the amendments to the Rulebook, but that the procedure had not been completed[footnoteRef:150]. This case points to the importance of the timely adoption of by-laws in the field of social protection, especially considering the particularly vulnerable categories of these service users. [150:  Available at: https://www.ombudsman.rs/index.php/2012-02-07-14-03-33/8317-inis-rs-v-z-r-d-sh-pr-d-izr-di-pr-vilni-z-sv-buhv-n-rishc-nj-uslug-p-drsh-z-s-s-l-n-ziv-s-b-s-u-iz ] 

Accommodation of a user in an unregistered shelter
Following a fire in an unregistered shelter for adults in Vojka near Stara Pazova, the Protector of Citizens launched an investigative procedure regarding the legality and regularity of the work of the Center for Social Work in Stara Pazova. It was established that for several years, this institution had been accommodating users with family accommodation service providers who were simultaneously organizing accommodation in an unregistered facility[footnoteRef:151]. The Protector of Citizens sent a recommendation to the Center for Social Work in Stara Pazova to conduct procedures to determine the responsibility of employees, but it was not acted upon. This case demonstrates that the provision of social protection services must be fully aligned with regulations and the principles of the best interest of the user, timeliness, and accessibility, given that omissions in conduct can lead to severe threats to their safety and lives.    [151:  Available at: https://www.ombudsman.rs/index.php/2012-02-07-14-03-33/8184-c-n-r-z-s-ci-lni-r-d-psh-in-s-r-p-z-v-sh-ic-ni-s-sh-u-n-r-gis-r-v-n-prihv-ilish   ] 


Living conditions in an informal settlement
Following a complaint from a resident of the so-called container settlement in Rakovica, who pointed out the living conditions in this settlement and alleged discrimination on a national basis, the Protector of Citizens issued a Case Report with recommendations[footnoteRef:152]. Following this, waste was removed, regular maintenance of the mobile housing units was resumed, and the installation of a ramp for a minor child—a person with a disability—was announced. This case indicates the need for continuous monitoring and improvement of services and communal infrastructure in informal settlements to ensure adequate housing conditions and safety for users, especially the most vulnerable groups. [152:  Case number 428-265/25.] 


Relocation of a person to a foster family in Velika Plana
A complainant stated that her father was placed in a foster family without prior notification to the family. After the Protector of Citizens initiated an investigative procedure[footnoteRef:153] the Center for Social Work in Velika Plana issued a decision terminating the accommodation, and an agreement was reached for the family to take over care of the user. This case highlights the importance of cooperating with all participants in the procedure, especially the closest relatives of social protection service users, when making decisions concerning their accommodation and care.  [153:  Case number 428-749/25.] 


Material support for a family without electricity
A complainant, a mother of five children, stated that she was denied assistance to settle an electricity debt. After reviewing the case, the Protector of Citizens sent an opinion to the competent Center for Social Work to consider the possibility of applying other forms of material support, in accordance with the law and local regulations. This case indicates that centers for social work, in addition to determining the fulfillment of conditions for financial social assistance, should also consider other forms of material support in accordance with the Law on Social Protection to ensure the basic living needs of users are met.   

Coefficients of employees in the social protection system
Acting on an address by the New Trade Union of Social Protection, as well as a large number of citizens employed in social protection institutions from various cities and municipalities in Serbia, the Protector of Citizens submitted an initiative to the Ministry of Public Administration and Local Self-Government to propose, in cooperation with the Ministry of Labor, Employment, Veteran and Social Affairs, amendments to the Regulation on Coefficients for Calculating and Paying Salaries of Public Service Employees, in order to harmonize coefficients for jobs of equal complexity[footnoteRef:154].  [154:  Case number 351-6/25.] 


EMPLOYMENT RIGHTS
Main Challenges and Obstacles
Despite progress in the protection of employment rights, the Republic of Serbia still does not take all necessary measures against employers who fail to fulfill their obligations to pay salaries and to calculate and pay social insurance contributions. The consequences of such actions directly affect employees, who are left without wages and rights to pension, disability, and health insurance. The cooperation between the Tax Administration, the Republic Fund for Pension and Disability Insurance, the Republic Health Insurance Fund, and the labor inspectorate is neither effective nor efficient, and overlapping jurisdictions occur very often.
In this reporting period, it was established that the Group for Internal Control of the Inspectorate, an organizational unit within the Ministry of Labor, Employment, Veteran and Social Affairs, was left without employees, which affects the effectiveness of the labor inspectorate's internal control system.
Citizens during the reporting period also pointed out undeclared work, the conclusion of contracts for temporary and occasional jobs instead of employment contracts, abuse at work, overtime work, poor working conditions, and the non-payment of contributions. 
In this reporting period, the Protector of Citizens received a large number of complaints from trade union representatives due to the failure to act upon requests to register trade union organizations in the registry, which hinders trade union activities. Complaints also indicated that provisions of the Special Collective Agreement for Employees in Primary and Secondary Schools and Student Dormitories[footnoteRef:155] are not in accordance with the law and the Constitution of the Republic of Serbia. [155:  "Official Gazette of the RS", Nos. 21/15, 92/20, 123/22 and 13/25.] 


Main Findings and Trends
It has been confirmed that the inefficient and untimely action of competent authorities in cases of non-payment of salaries and non-payment of contributions leads to a situation where employees can realize their rights only in court proceedings, which are lengthy and entail additional costs, which is why employees rarely utilize them.
Although the Labor Law stipulates the obligation to provide a salary calculation, which constitutes an enforceable document, in practice, employers sometimes refuse to provide it, further hindering the realization of rights. A large number of complaints regarding the labor inspectorate's failure to act indicates that the inspectorate in most cases only takes action after the Protector of Citizens initiates an investigative procedure.
A particular problem is the situation where citizens only address the labor inspectorate after their employment has terminated, at which point the inspectorate no longer has jurisdiction to act. Complaints also cited abuse at work, in which cases the Agency for Amicable Settlement of Labor Disputes and the court are competent.
In investigative procedures conducted against the Tax Administration, it was observed that the unavailability of documentation, as well as the fact that aggregate tax returns were filed in previous periods, makes it impossible to determine for which workers contributions were paid. This results in the loss of disputed years of service, and in some cases, the right to a pension.
The Protector of Citizens also observed negative conflicts of jurisdiction between the Tax Administration, the Republic Fund for Pension and Disability Insurance, and the labor inspectorate in situations where an employer failed to submit appropriate forms or when it is necessary to determine the status of an insured person and the amount of debt for contributions. In these situations, each of the mentioned bodies directs citizens to the jurisdiction of the other, leading to further delays in procedures. 
Complaints also pointed out the unequal treatment of employees under the Special Collective Agreement for Employees in Primary and Secondary Schools and Student Dormitories[footnoteRef:156], as well as issues related to the Regulation on Coefficients for Calculating and Paying Salaries of Public Service Employees[footnoteRef:157] in the section relating to preschool institutions. Following the initiative of the Protector of Citizens, amendments to the Regulation were made in the mentioned section, overcoming this problem. [156:  "Official Gazette of the RS", Nos. 21/15, 92/20, 123/22 and 13/25.]  [157:  "Official Gazette of the RS", Nos. 44/01... and 120/25.] 


Important Cases and Practice Examples
Unequal treatment of employees in education
Acting on a large number of citizens' complaints, the Protector of Citizens established that provisions of the Special Collective Agreement for Employees in Primary and Secondary Schools and Student Dormitories treat employees differently, depending on their trade union affiliation, when realizing the right to severance pay and jubilee awards. 
[bookmark: _Hlk221093325]Considering the disputed provisions of the mentioned Special Collective Agreement to be inconsistent with the Constitution and the law, the Protector of Citizens submitted a Proposal for assessing their constitutionality and legality to the Constitutional Court[footnoteRef:158]. This case demonstrates that the unequal treatment of employees in primary and secondary schools and student dormitories in realizing employment rights, based on whether or not they belong to a trade union, constitutes a violation of the constitutional and legal principle of equality. [158:  Case number 425-92/25.] 


Salary coefficients in preschool institutions
Acting on complaints from trade unions and employees in preschool institutions in the City of Belgrade, the Protector of Citizens submitted an initiative to the competent ministries to amend the Regulation on Coefficients for Calculating and Paying Salaries of Public Service Employees, in the section relating to preschool institutions. On December 30, 2025, the Government of the Republic of Serbia adopted amendments that increased the coefficients for certain categories of employees, thereby overcoming the problem highlighted in the complaints.

Internal control of the labor inspectorate
Acting on a complaint against the work of the Labor Inspectorate for the Pirot District, the Protector of Citizens determined that the Group for Internal Control of the Inspectorate was left without employees, which is why the complaint could not be considered within that mechanism. The Protector of Citizens recommended re-establishing an operational system for internal control of the inspectorate. Action upon the recommendation is within the deadline.[footnoteRef:159] [159:  Available at: https://www.ombudsman.rs/index.php/2012-02-07-14-03-33/8359-n-ph-dn-p-n-v-usp-s-vi-i-fi-snu-unu-r-shnju-n-r-lu-insp-ci-r-d] 


Failure to act upon judgments of the Administrative Court
Acting on a complaint relating to the failure of the authorities of the Municipality of Rača to act upon judgments of the Administrative Court when deciding on employment rights, the Protector of Citizens established irregularities in the work of the Head of the Municipal Administration, the Appeals Commission, and the Municipal Council. He issued recommendations to annul the disputed decisions and adopt new ones, in accordance with the legal views and binding remarks of the Administrative Court, and to take measures within their competence against the responsible persons for failing to act upon court judgments. The issued recommendations were not acted upon.

Oversight over the work of the National Employment Service
Acting on a complaint pointing out that the Ministry of Labor, Employment, Veteran and Social Affairs does not conduct oversight over the work of the National Employment Service regarding the publication of information on employment needs, the Protector of Citizens issued recommendations[footnoteRef:160] to align actions with the Law on Employment and Unemployment Insurance[footnoteRef:161]. The recommendation was partially acted upon. [160:  Available at: https://www.ombudsman.rs/index.php/2012-02-07-14-03-33/8208-n-ci-n-ln-sluzb-z-z-p-shlj-v-nj-r-d-vn-d-b-vlju-n-sv-ri-b-v-zn-n-cin-gl-sn-bli-in-rn-dr-si-i-u-publi-ci-i]  [161:  "Official Gazette of the RS", Nos. 36/09, 30/10 - other law, 88/10, 38/15, 113/17 – other law and 49/21.] 


PENSION AND DISABILITY INSURANCE
Main Challenges and Obstacles
During the reporting period, citizens' complaints in the field of pension and disability insurance continued to indicate the existence of structural problems in the actions of competent authorities, primarily the Republic Fund for Pension and Disability Insurance. The most prominent challenge remains the untimely action upon citizens' requests and appeals, i.e., exceeding legal deadlines for decision-making, which directly affects the realization of citizens' rights in this area. A significant number of complaints also related to the lack of up-to-date official records, especially regarding data on years of service, salaries, and paid contributions. In these situations, the burden of proving facts that should be recorded in official records is often shifted to the insured persons, which further complicates and prolongs procedures for realizing rights.
A particular problem remains the realization of rights based on years of service completed abroad, due to inefficient or slow cooperation between the competent authorities of the Republic of Serbia and foreign social insurance institutions. These procedures are often lengthy, resulting in an inability to decide on the requests of citizens who completed part of their service abroad. Additional difficulties were also observed in handling cases of subsequently established irregularities in the payment of pensions, when the return of paid amounts is demanded, even though such situations are often caused by the authorities' omissions in maintaining records or applying regulations. Such procedures can have significant financial and social consequences for citizens, especially considering their material situation.

Main Findings and Trends
The findings of the Protector of Citizens in the field of disability and pension insurance in the reporting period indicate that certain systemic problems in the actions of competent authorities persist, but also that progress in action has been observed in certain segments, particularly following the intervention of the Protector of Citizens.
The Protector of Citizens continues to receive a large number of complaints from citizens who sometimes wait for years for decisions on requests to realize rights from pension and disability insurance, as well as on appeals against first-instance decisions. In this way, the Republic Fund for Pension and Disability Insurance violates legal deadlines that prescribe the obligation to make a decision within 30 or 60 days from the day of submitting the request or appeal. One of the reasons for the long duration of the procedure is outdated main records, i.e., the absence of data necessary for decision-making, which is not an omission by the citizens, and for which they should not bear the consequences. Furthermore, there is still insufficient cooperation with the Tax Administration, as a result of which the Republic Fund for Pension and Disability Insurance does not possess the data necessary for decision-making.
Insufficiently efficient communication between the Republic Fund for Pension and Disability Insurance and foreign insurance carriers was also observed, with correspondence aimed at obtaining necessary documentation sometimes lasting for years. The causes are often, among other things, misunderstandings between competent authorities, submission of data on inappropriate forms, or incomplete documentation, the consequences of which are again borne by the citizens.
In this reporting period, citizens also turned to the Protector of Citizens because, due to an error by a clerk of the Republic Fund for Pension and Disability Insurance, they had been receiving an incorrectly determined higher pension amount for years, based on a final and enforceable decision. After several years have passed, when the Republic Fund for Pension and Disability Insurance determines that an error occurred, a return of the paid funds is demanded from the user. Considering the length of the period during which the error existed, the debt established in this way often reaches amounts of hundreds of thousands of dinars. 
In this way, an omission by a clerk of the Republic Fund for Pension and Disability Insurance, which the citizen did not know about nor could have known about, leads to a significant deterioration of the material position of the user of this right. At the same time, due to the passage of time, the responsible persons usually do not face consequences because there is no possibility of initiating disciplinary responsibility. Such actions by the authority call into question the respect for the principles of fairness and legal certainty upon which the legal order rests.  
The competent Ministry of Labor, Employment, Veteran and Social Affairs still does not take adequate measures to improve the work of the Republic Fund for Pension and Disability Insurance and to systemically resolve the problem of so-called overpaid amounts of pensions and other benefits from pension and disability insurance. Despite the recommendation sent to this ministry in 2024, which pointed out the need to conduct regular periodic supervision of the work of the Republic Fund for Pension and Disability Insurance, improve the organization of the authority's work, and consider amending the legal and regulatory framework, no substantial progress has occurred.
The need to establish responsibility for resulting damages on the part of the responsible persons, rather than the users who realized the right based on final and enforceable decisions, was particularly emphasized in cases of unlawful work by clerks. Taking into account the nature of benefits from pension and disability insurance, which should ensure material security for users, the Protector of Citizens assesses that the Ministry still does not show sufficient understanding of the consequences of this problem.

Important Cases and Practice Examples
Untimely action on a pension request
Acting on a complaint[footnoteRef:162] stating that the complainant submitted a request to realize the right to a pension to the Republic Fund for Pension and Disability Insurance, which was not decided upon even after eight months, the Protector of Citizens initiated an investigative procedure into the legality and regularity of the work of this authority. After the procedure was initiated, the Republic Fund for Pension and Disability Insurance informed the Protector of Citizens that it had decided on the complainant's request and issued a decision establishing his right to a pension. [162:  Case number 424-484/25.] 


Insufficiently efficient communication with foreign insurance carriers
A complainant addressed the Protector of Citizens[footnoteRef:163] because she realized the right to a proportional part of her pension for the years of service she completed in the Republic of Serbia through a temporary decision of the Department for Pension and Disability Insurance according to International Agreements, but a final decision on the right to a pension had not been issued even after more than a year, although she had fulfilled the conditions for realizing that right in Italy before doing so in Serbia. The reason for the delay in the procedure was insufficient cooperation between the Republic Fund for Pension and Disability Insurance and the foreign insurance carrier. After the Protector of Citizens initiated the procedure, the omission was rectified.  [163:  Case number 424-102/25.] 


Insufficient cooperation between the Republic Fund for Pension and Disability Insurance and the Tax Administration
Acting on a complaint[footnoteRef:164] pointing out that the complainant, more than 20 years after ceasing membership in the Journalists' Association of Serbia, received a decision from the Tax Administration on the forced collection of unpaid contributions in the amount of over one million dinars, the Protector of Citizens launched an investigative procedure against the Republic Fund for Pension and Disability Insurance and the Tax Administration. During the procedure, the complainant was instructed by the Tax Administration to submit a deregistration from pension and disability insurance, while the Republic Fund for Pension and Disability Insurance informed him to submit a request to determine the cessation of his status as an insured person. Following the intervention of the Protector of Citizens, the Republic Fund for Pension and Disability Insurance determined the cessation of the status of an insured person, after which the Tax Administration canceled the tax debt, suspended the procedure for forced collection from the pension, and refunded the collected funds. [164:  Case number 312-483/24.] 


Suspension of overpaid pension amount
Acting on a complaint[footnoteRef:165] in which the complainant pointed out that, due to an omission by the Republic Fund for Pension and Disability Insurance, a so-called overpaid pension amount occurred, and that the suspension of a part of the pension to recover the funds had begun, the Protector of Citizens launched an investigative procedure. After the procedure was initiated, the Republic Fund for Pension and Disability Insurance issued a decision correcting the error, suspended further reduction of the pension, and refunded the total suspended amount to the complainant. This case represents an example of the timely correction of an omission, avoiding harmful consequences to the material situation of the pension beneficiary. [165:  Case number 424-99/25.] 


EDUCATION
Main Challenges and Obstacles
During the reporting period, numerous challenges were observed that affected the realization of rights in the field of education, as well as the functioning of educational institutions. A significant number of complaints referred to interruptions in the regular work of educational institutions due to the suspension of classes and so-called "blockades," which led to legal and factual uncertainty regarding the realization of the rights of pupils and students.
Situations in which the operating licenses of higher education institutions were revoked represented a special problem, causing consequences for the status and position of students. Citizens also addressed the Protector of Citizens regarding the untimely or incomplete action of competent authorities concerning the issuance of diplomas, certificates, and other documents, as well as the failure to act on reports relating to irregularities in the implementation of competitions for pupil and student scholarships.
Challenges were also observed regarding the legal certainty of participants in the education system, primarily in situations where there was no timely and clear action and information by competent authorities regarding class interruptions and the status of educational institutions. In some cases, this led to uncertainty in realizing the rights of pupils and students.

Main Findings and Trends
The findings of the Protector of Citizens in the reporting period indicate that the field of education mostly involved actions concerning interruptions in the work of educational institutions, the status of pupils and students, and the realization of the right to education under conditions of institutional and organizational changes.
The key problem in the field of education during the reporting period related to ensuring conditions for the completion of the 2024/2025 school year, considering that a significant number of higher education and secondary school institutions were prevented from operating during the first half of 2025 due to the suspension of classes. In this regard, a large number of students and parents of pupils turned to the Protector of Citizens, pointing out the fact that classes, exercises, and exams were not being held in the institutions, and that in some cases students were prevented from obtaining certificates and copies of documentation.
The Protector of Citizens assessed that this violated the right to education of a large number of individuals. However, initiating procedures with the aim of recommending the urgent restoration of the institutions' regular functioning would be pointless, taking into account the reasons for the work suspension and the factual inability of the administrations to provide the most basic conditions for work. Therefore, during the reporting period, the Protector of Citizens monitored the situation on the ground and insisted on the necessity of normalizing classes in all educational institutions.
During April 2025, a large number of parents of pupils addressed the Protector of Citizens, emphasizing that strikes in education and class interruptions threatened the equality of pupils, especially in the context of holding the final exam. Parents proposed canceling the little matriculation exam for the 2024/2025 school year. Bearing in mind that the final exam is a matter regulated by the Law on Primary Education, which can only be changed by amending the law in the prescribed procedure, the Protector of Citizens did not support the presented proposal.
The Protector of Citizens received a large number of complaints from graduates of the Faculty of Biofarming of Megatrend University, who pointed out that the institution had not issued them a diploma or a diploma supplement, even after several years, and that the education inspectorate had not acted on their reports. As a result, they were unable to continue their studies or establish an employment relationship.
During the reporting period, students of Megatrend University also addressed the Protector of Citizens regarding the problem of revoking the operating licenses of Megatrend University and certain faculties within its composition.  
Although the Ministry of Education announced that the completion of studies would be ensured at other higher education institutions and that the costs would be borne by the institution whose license was revoked, the mentioned measures had not been realized by the time the Protector of Citizens was addressed.
During this reporting period, the Protector of Citizens was informed that the Ministry of Education had not acted upon a student's report pointing out irregularities in the competitive procedure for awarding a student scholarship at the Faculty of Electronic Engineering, University of Niš, for the 2024/25 academic year.

Important Cases and Practice Examples
Failure to issue diplomas of the Faculty of Biofarming, Megatrend University
Acting on a complaint by a large number of graduated students from the Faculty of Biofarming, Megatrend University, who pointed out that their diplomas and diploma supplements had not been issued, and their grade booklets (indexes) had not been returned, the Protector of Citizens launched an investigative procedure into the legality and regularity of the work of the Ministry of Education.[footnoteRef:166] [166:  Case number 425-758/25.] 

After initiating the procedure, the Ministry of Education informed the Protector of Citizens that the diplomas and diploma supplements had been produced and collected, and that the Faculty of Biofarming would bear all costs for producing duplicate grade booklets for students whose booklets were lost. The procedure before the Protector of Citizens was suspended. This case highlights the importance of active and timely action by the Ministry of Education in situations where the right to education of a large number of individuals is threatened.

Status of students due to the revocation of Megatrend University's operating license
The Protector of Citizens received a complaint from students regarding the revocation of the operating license of Megatrend University and the faculties within it. The complaint pointed out that, despite the Ministry of Education's announcement about ensuring the completion of studies at other higher education institutions and the costs being borne by the institution whose license was revoked, the conditions for continuing education had not been created by the time of the address. Considering that students were prevented from continuing their education, and no act had been adopted to regulate this, the Protector of Citizens launched an investigative control procedure of the Ministry of Education, which is ongoing.[footnoteRef:167] [167:  Case number 425-9/26.] 


Competition for a student scholarship
A student of the Faculty of Electronic Engineering at the University of Niš addressed the Protector of Citizens, pointing out that he had been rejected in the competition for a student scholarship for the 2024/25 academic year without being provided with a reasoned decision. 
Following the conducted investigative procedure, the Protector of Citizens identified omissions in the work of the Ministry and issued a recommendation to provide the complainant with a reasoned decision regarding his submitted objection, which was acted upon. At the same time, a recommendation was issued to amend the Rulebook on Pupil and Student Loans and Scholarships[footnoteRef:168] to ensure the right to a reasoned decision; this recommendation was not acted upon.[footnoteRef:169] The mentioned case indicates the need for procedures for realizing rights in the field of education to be clearly and comprehensively regulated. [168:  "Official Gazette of the RS", No. 36/19.]  [169:  Available at
 https://www.ombudsman.rs/index.php/2012-02-07-14-03-33/8209-inis-rs-v-pr-sv-s-ud-n-u-d-d-s-vi-br-zl-z-nj-dbi-nju-pri-v-z-n-urs] 

Assignment of pupils during enrollment in primary school
Acting on a parents' complaint, the Protector of Citizens established that the school made an omission by enrolling the complainants' minor daughter in a separate department, despite the fact that her residence was closer to the main school, where the parents had requested she be enrolled. 
Although the Protector of Citizens issued a recommendation[footnoteRef:170] to allow the pupil to attend classes at the main school, the school principal did not act on the recommendation, which is why the Protector of Citizens addressed the Ministry of Education to execute the recommendation. The mentioned case indicates that when assigning pupils to primary school institutions, it is necessary to consider the best interest of the child, as well as the justified needs of the parents. [170:   Case number 422-494/24.] 


CONSTRUCTION AND INFRASTRUCTURE
Main Challenges and Obstacles
The failure to carry out the administrative execution of decisions on the demolition of illegally constructed buildings continues to be a systemic problem in this area. A lack of financial resources and insufficient staffing capacities are cited as reasons for this failure.
Insufficient cooperation of certain authorities with the Protector of Citizens has also been observed, particularly regarding the timely provision of requested information and the failure to act within prescribed deadlines. In the part concerning oversight over the actions of competent building inspections upon citizens' petitions, the Republic Building Inspectorate took measures within its competence. However, the implementation of the administrative execution of decisions on the demolition of illegally constructed buildings remains the exclusive competence of local self-government units, and in some cases, the adopted decisions were not executed.

Main Findings and Trends
In the reporting period, a significant number of complaints in this area related to the building inspection's failure to act or its untimely action upon petitions regarding non-compliance with regulations during construction works. This often results in threatening the stability and safety of existing neighboring buildings.
The Protector of Citizens notes that the latest amendments to the Law on Planning and Construction[footnoteRef:171] have improved certain legal provisions aimed at suppressing illegal construction more effectively. However, the non-execution of the administrative execution of demolition decisions remains a systemic problem most frequently pointed out by citizens during 2025. The submitted statements from competent authorities indicate that the allocation of funds for demolition is carried out based on the annual financial plan and established criteria, and that executions within public interest projects are carried out as a priority.  [171:  Article 176, Paragraph 1, Item 6a) prescribes that a building inspector, when conducting inspection oversight, is authorized to continuously monitor changes in spatial status and to inform the Republic Building Inspectorate about this once a week. Paragraphs 3–5 of the same Article 176 prescribe that for buildings being constructed without an issued decision on a building permit, decision on approval for carrying out works, or other appropriate act in accordance with the Law on Planning and Construction, the competent building inspector issues a decision to suspend works and remove the building, which they submit without delay to the Republic building inspector. It is stipulated that such a building, i.e., the land under the building, a part of the building, or a separate part of the building, is removed or becomes the public property of the Republic of Serbia.] 

The Protector of Citizens observed that in some cases, the cooperation of the Secretariat for Inspection, Supervision and Communication of the Belgrade City Administration with the Protector of Citizens was incomplete, and in some cases, it was completely absent.
In handling complaints against the work of the Republic Building Inspectorate of the Ministry of Construction, Transport and Infrastructure, it was established that measures were taken to obtain information from the competent city inspection, but the city inspection's action upon the orders of the Republic Building Inspectorate was not prompt in some cases.
During the reporting period, citizens also expressed dissatisfaction with the content of planning documents and the transparency of the procedure for their adoption.
In the reporting period, the Law on the Legalization of Buildings[footnoteRef:172] ceased to be valid, and the legal status of illegally constructed buildings is regulated by the provisions of the Law on Special Conditions for Recording and Registering Real Estate Rights[footnoteRef:173]. However, the question of the new law's relationship with previously issued, final demolition decisions that have not been executed remains open.  [172:  "Official Gazette of the RS", Nos. 96/15, 83/18, 81/20 – Constitutional Court decision, 1/23 – Constitutional Court decision and 62/23.]  [173:  "Official Gazette of the RS", No. 91/25.] 


Important Cases and Practice Examples
Non-execution of decisions on the demolition of illegally constructed buildings
Acting on complaints from citizens indicating that final decisions on the demolition of illegally constructed buildings had not been executed, the Protector of Citizens requested a statement from the Secretariat for Inspection, Supervision and Communication of the Belgrade City Administration and issued individual recommendations to take measures aimed at executing the decisions of building inspectors. In the submitted statements, the Secretariat stated that executions are carried out in accordance with the annual financial plan and established criteria, and that they are primarily implemented within public interest projects. In certain cases, execution had not been carried out.

Failure to act upon the orders of the Republic Building Inspectorate
Acting on complaints from citizens who had previously addressed the Republic Building Inspectorate regarding oversight of the city inspection's work, the Protector of Citizens examined the actions of the Ministry of Construction, Transport and Infrastructure. It was established that the Republic Building Inspectorate had taken measures to obtain information from the city inspection, but that the city inspection had not acted promptly upon the issued orders in certain cases. The Protector of Citizens pointed out that the supervisory authority must take measures within its powers to ensure actions are returned to a legal framework.

Lack of cooperation with the Protector of Citizens
In procedures addressing complaints against the work of the building inspection, the cooperation of the controlled authority with the Protector of Citizens was partial or absent in some cases. Due to the failure to submit the requested information and the failure to act within prescribed deadlines, the Protector of Citizens issued recommendations to the Secretariat to prevent such conduct in the future.

REAL ESTATE CADASTRE
Main Challenges and Obstacles
A key challenge is the multi-year failure to act on appeals in second-instance procedures before the Republic Geodetic Authority, i.e., exceeding the legally prescribed 60-day deadline for decision-making. This leads to a violation of the principle of legal certainty and prolonged uncertainty regarding the final realization of parties' rights.
The challenges are reflected in the insufficient staffing capacities of the Department for Second-Instance Procedures of the Republic Geodetic Authority, as well as in organizational and internal procedures that affect the timeliness of actions. The lack of effective oversight over the work of the Republic Geodetic Authority in the section relating to handling appeals also constitutes a problem. The failure to act on individual recommendations of the Protector of Citizens further prolongs the duration of procedures and affects the realization of parties' rights.

Main Findings and Trends
In the reporting period, the largest number of complaints related to the lengthiness of appeal procedures before the Republic Geodetic Authority, i.e., the failure to act within the legally prescribed deadline.
A significant number of unresolved second-instance cases was observed again, including appeals filed in previous years, which indicates the continuity of the problem regarding timely decision-making. Following procedures initiated by the Protector of Citizens, the procedure was concluded and a decision was made in a certain number of cases. This indicates that omissions can be rectified, but only after the Protector of Citizens launches an investigative procedure.
In contrast to the second-instance procedure, it was observed that real estate cadastre services, as first-instance bodies, fully complied with their legally prescribed obligation to cooperate with the Protector of Citizens. As a rule, during the investigative procedure, they rectified the omissions referenced in the complaint and issued decisions on parties' requests, as a result of which the investigative procedures were suspended.

Important Cases and Practice Examples
Failure to act on an appeal within the legally prescribed deadline
A complainant turned to the Protector of Citizens because the Republic Geodetic Authority had not decided on his appeal filed against the decision of the Real Estate Cadastre Service in Niš, even though several years had passed since its submission. The complainant had sent multiple urgencies in the meantime. In the investigative procedure, irregularities in the work of the Republic Geodetic Authority were established, after which a Case Report with a recommendation was issued[footnoteRef:174]. The recommendation was acted upon, and the appeal was finally resolved after years of waiting.   [174:  Available at: https://www.ombudsman.rs/index.php/2012-02-07-14-03-33/8290-r-public-i-g-d-s-i-z-v-d-duz-n-d-b-z-dl-g-nj-dluci-p-z-lbi-i-p-sh-u-r-v  ] 


Omission in internal handling
A complainant[footnoteRef:175] pointed out that a case was mistakenly forwarded to the second-instance body, even though an appeal against the new decision of the real estate cadastre service had not been filed, which led to the case being held up for years. Because of this, the decision had not been declared final, and the complainant could not dispose of the property.  [175:  Case number 392–894/25.] 

In the investigative procedure launched by the Protector of Citizens, the Republic Geodetic Authority conducted a check, determined that no appeal existed, and archived the case. The investigative procedure was suspended, and the Republic Geodetic Authority was advised of the need to improve internal procedures and ensure the effective and timely rectification of omissions. This case demonstrates that omissions in action lead to the unjustified delay of the procedure and complicate the realization of the right to the peaceful enjoyment of property.

FINANCE
Main Challenges and Obstacles
One of the key challenges observed in this area is the untimely action of first-instance tax authorities on the submissions, requests, and appeals of citizens, including cases of long-term, even multi-year, failure to act. Such practices lead to the prolongation of procedures that can directly affect the realization of property rights and create legal uncertainty for citizens.
A specific problem is the untimely action in retrials, after a decision has been annulled and the case returned for a new decision, as well as the untimely dispatch of warnings for tax debt after a long period has passed since its incurrence. Problems were also observed in handling appeals in tax procedures, both at the level of first-instance bodies that do not forward appeals to the second-instance body within the legally prescribed deadline, and at the level of the second-instance body that does not decide on appeals within the legal deadline.
Considering that in a tax procedure, filing an appeal does not delay the execution of a tax administrative act, the untimely action of authorities further intensifies the consequences for citizens' rights.

Main Findings and Trends
The findings of the Protector of Citizens indicate that in the field of finance, during the reporting period, the same patterns of irregular actions by administrative bodies continue to be repeated, primarily regarding the timeliness of decision-making. Citizens' complaints in most cases referred to the work of the Tax Administration of the Ministry of Finance, local tax administrations, and the Ministry of Finance as the second-instance body in tax and customs procedures. 
One of the observed trends is that authorities, following the initiation of an investigative procedure by the Protector of Citizens, subsequently act on citizens' submissions, make decisions, or rectify observed shortcomings in a certain number of cases, which leads to the suspension of investigative procedures. Although such action contributes to resolving individual cases, it indicates the existence of a systemic problem, given that the authority only takes action after the Protector of Citizens intervenes.
The findings also show that problems in handling appeals in tax procedures occur at both levels of decision-making. On the one hand, it was observed that first-instance bodies do not forward appeals with case files to the second-instance body in a timely manner. On the other hand, the second-instance body does not decide on appeals within the legally prescribed deadlines. This practice has particularly negative consequences considering that an appeal in a tax procedure generally does not delay the execution of a tax administrative act. The repetition of these irregularities indicates the need for systemic improvement in the actions of authorities in administrative procedures that directly affect the realization of citizens' property rights.

Important Cases and Practice Examples
Untimely action by first-instance tax authorities
The Protector of Citizens acted on several citizens' complaints relating to the untimely action of organizational units of the Tax Administration of the Ministry of Finance upon submitted requests. 
In certain cases, it was established that the Tax Administration of the Ministry of Finance – Loznica Branch had not decided on a request to establish the cessation of a tax liability due to absolute statute of limitations even after more than 15 months had passed since the submission of the request.[footnoteRef:176] Also, cases were observed in which the Tax Administration of the Ministry of Finance – Sector for Separate Activities – Department for Control of Separate Activities at Large Locations in Novi Sad had not issued a decision in the procedure for determining inheritance and gift tax even several years after the inheritance decision became final.[footnoteRef:177] [176:  Case number 398-967/25.]  [177:  Case number 398-967/25.] 

In these and similar cases, after the Protector of Citizens initiated an investigative procedure, the established shortcomings were rectified and the procedures suspended in some cases, while in other cases, due to established omissions in work, recommendations were issued for their rectification.

Failure to act in a retrial
Citizens also turned to the Protector of Citizens due to the untimely decision-making of organizational units of the Tax Administration of the Ministry of Finance in a retrial, after a decision had been annulled by the second-instance body and the case returned for a new decision. In these cases as well, it was observed that the Tax Administration only rectified the established shortcomings after the intervention of the Protector of Citizens, after which the investigative procedures were suspended.

Failure to forward appeals to the second-instance body
In several investigative procedures into the legality and regularity of work, the Protector of Citizens established that organizational units of the Tax Administration of the Ministry of Finance had not forwarded appeals with case files to the Ministry of Finance – Sector for Second-Instance Tax and Customs Procedures within the legally prescribed deadline. Thus, it was established that the Tax Administration of the Ministry of Finance – Zemun Branch, as well as the Department for Control of Separate Activities at Large Locations in Zemun, had not forwarded appeals to the second-instance body even after several months, or even years, had passed since their submission, nor had they acted upon the requests and conclusions of the second-instance body.[footnoteRef:178] [178:  Case number 398-430/24.] 

Bearing in mind that in a tax procedure, filing an appeal does not delay the execution of a tax administrative act[footnoteRef:179], such action by first-instance bodies has particularly negative consequences for the rights of taxpayers, which is why the Protector of Citizens issued recommendations in these cases to rectify the established omissions.[footnoteRef:180] [179:  Article 147 of the Law on Tax Procedure and Tax Administration.]  [180:  Case number 3110-308/24.] 


Failure to decide on appeals by the second-instance body
The Protector of Citizens also acted on citizens' complaints relating to the untimely decision-making of the Ministry of Finance – Sector for Second-Instance Tax and Customs Procedures upon appeals filed against decisions of the Tax Administration of the Ministry of Finance and local tax administrations. It was observed that certain departments of this Sector, including departments in Belgrade, Novi Sad, Niš, and Kragujevac, do not decide on appeals within the legal deadline, which in practice leads to procedures lasting for years.[footnoteRef:181] [181:  Case number 398-953/25.] 

During certain investigative procedures, the Ministry of Finance – Sector for Second-Instance Tax and Customs Procedures issued decisions, after which the procedures were suspended. Meanwhile, in cases where omissions in work were established, recommendations were issued to rectify them. 
In addition to tax cases, citizens' complaints also related to the untimely decision-making of the Ministry of Finance, as a second-instance body, on appeals in restitution procedures, which also indicates problems in respecting procedural guarantees in procedures that directly affect the realization of property rights. In these cases, following the intervention of the Protector of Citizens, the Ministry of Finance issued decisions, after which the investigative procedures were suspended.

ENERGY
Main Challenges and Obstacles
Citizens' complaints in the energy sector indicate continuous problems in the actions of the Joint Stock Company "Elektroprivreda Srbije" and "Elektrodistribucija Srbije" d.o.o. Belgrade, particularly in procedures regarding complaints about issued bills and connection to the electricity distribution system. 
When handling complaints regarding electricity bills, "Elektroprivreda Srbije" obtains data from "Elektrodistribucija Srbije," which in some cases leads to a prolonged procedure due to the failure to provide information within the prescribed deadlines. Problems most frequently relate to meter reading, the provision of consumption data, the malfunction of measuring points, and the functioning of the advanced measuring system.
Regarding connection to the distribution system, failure to act on requests within the prescribed deadlines is observed, as well as problems in realizing the connection after a decision has been issued and the connection costs have been paid.

Main Findings and Trends
In 2025, the number of received complaints in this area was higher than in the previous year. As in previous years, complaints most frequently pertained to the calculation and collection of electricity, the rejection of complaints, forced execution procedures, and connection to the distribution system.
In the investigative procedures conducted regarding complaints about the actions of "Elektrodistribucija Srbije" upon objections related to meter reading and the control of measuring points, the observed shortcomings were rectified. In cases relating to the failure to act on connection requests, after the Protector of Citizens initiated the procedure, decisions on the requests were issued, or citizens were provided with notices on the status of the action.
In complaints relating to the failure of the Ministry of Mining and Energy to act upon citizens' written addresses, the shortcomings were rectified after investigative procedures were launched.

Important Cases and Practice Examples
Failure to act on requests for temporary connection
Acting on a complaint pointing out the failure of "Elektrodistribucija Srbije" to act upon submissions regarding the connection of a building to the electricity grid, the Protector of Citizens established that the submissions had not been acted upon. A Case Report with recommendations[footnoteRef:182] was sent to the mentioned energy subject to consider the requests and inform him of the action taken, in accordance with the law. The recommendation was acted upon. [182:  Case number 3911-599/25.] 


Failure to implement protective measures for electrical power facilities
Citizens also pointed out in their complaints problems regarding the maintenance and implementation of protective measures for electrical power facilities, as well as problems regarding voltage quality. All the aforementioned is subject to inspection oversight, which, according to the provisions of the Energy Law, falls under the jurisdiction of the electrical power inspector of the Ministry of Mining and Energy. Accordingly, complainants were directed to address the electrical power inspectorate. In situations where citizens unsuccessfully addressed "Elektrodistribucija Srbije," and no action was taken nor responses provided, the Protector of Citizens addressed that energy subject, pointing out the allegations in the complaints regarding threats to the safety of people and property. In the mentioned situations, the shortcomings were rectified.

Failure to act by the Ministry of Mining and Energy
Complaints pointed out that the Ministry of Mining and Energy, specifically the electrical power inspectorate, does not act upon citizens' written addresses and does not provide written responses. After the Protector of Citizens launched procedures, these shortcomings were rectified.

LOCAL SELF-GOVERNMENT
Main Challenges and Obstacles
During the reporting period, the dominant problem observed was the non-execution of final and enforceable decisions of local self-government inspection bodies. In a significant number of cases, the adopted decisions remain unexecuted due to the passive approach of the authorities responsible for execution, as well as the absence of further measures by the acting inspectors, which renders the purpose of administrative procedure inspection oversight meaningless.
Citizens also pointed out the phenomenon of the so-called silence of the administration, i.e., the failure to act upon submitted reports and citizens' requests within the legally prescribed deadlines.
In certain local self-government units, a particular problem is the non-functioning of commissions for conducting procedures and making decisions upon requests for the restitution of confiscated land, which leads to delays in decision-making and a violation of the right to the peaceful enjoyment of property.
Complaints also pertained to the (in)action of communal service providers regarding the performance of services significant for the daily lives of citizens, such as the delivery of thermal energy, water supply, sewage, communal waste disposal, parking, and urban public transport. 

Main Findings and Trends
In investigative procedures controlling the legality and regularity of the work of local self-government unit bodies, the Protector of Citizens established omissions in certain cases that led to violations of citizens' rights, including the right to the peaceful enjoyment of property.
In cases relating to the failure to act on citizens' requests, following the initiation of investigative procedures, the local self-government unit bodies took actions within their competence and made decisions in several cases, thereby rectifying the rights violations.
In cases relating to property-legal relations and the formation of competent commissions, following the intervention of the Protector of Citizens, measures were taken to continue the procedures and ensure conditions for decision-making.
In 2025, the Administrative Inspectorate showed promptness and took timely measures within its competence in procedures regarding complaints launched by the Protector of Citizens.

Important Cases and Practice Examples
Non-execution of a building inspection decision in Belgrade
Acting on a complaint regarding the non-execution of a decision ordering the replacement of an asbestos roof covering on a residential building, the Protector of Citizens established that the competent authority had not taken all legally prescribed measures to execute the enforceable decision. Considering that this is an issue significant for human health and safety, a recommendation was issued to take all necessary measures to execute the decision without delay. The issued recommendation was not acted upon.[footnoteRef:183] [183:  Available at: https://www.ombudsman.rs/index.php/2012-02-07-14-03-33/8332-u-vrd-ni-pr-pus-i-gr-ds-upr-v-zb-g-n-spr-v-d-nj-r-sh-nj-u-l-nj-nju-zb-s-n-g-r-v] 


Failure to act on a request to conclude a contract for the sale of an apartment in Belgrade
Following a complaint from a refugee who had been waiting since 2020 for a decision on a request to conclude an apartment sales contract, after the Protector of Citizens launched an investigative procedure, the competent authority concluded the contract with the complainant. This rectified the rights violation, and the procedure before the Protector of Citizens was suspended.[footnoteRef:184]  [184:  Case number 3910-204/25.] 


Failure to act on a request for temporary connection to the electricity, sewage, and water supply network in Belgrade
In a complaint indicating that the Administration of the Zvezdara City Municipality had not acted on a request for temporary connection to the electricity, sewage, and water supply network for more than a year, after the investigative procedure was launched, the authority issued notifications on the fulfillment of conditions for connection, after which the procedure was suspended.[footnoteRef:185] [185:  Case number 3910-78/25.] 


[bookmark: _Hlk224135795]Providing a zoo hygiene service in the Municipality of Odžaci
Acting on a complaint regarding the problem of stray dogs, it was established that the municipal authorities had not provided a zoo hygiene service and a shelter for abandoned animals, thereby threatening the health and safety of citizens, as well as the welfare of abandoned and lost animals. A recommendation was issued to fulfill the mentioned obligations. The recommendation was not acted upon.[footnoteRef:186] [186:  Case number 3910-560/25.] 


Non-functioning of the commission for the restitution of confiscated land in the City Municipality of Mladenovac
Acting on a complaint regarding the suspension of the work of the Commission for Conducting Procedures and Making Decisions Upon Requests for the Restitution of Confiscated Land, it was established that decision-making on citizens' requests was prevented, which led to a violation of the right to the peaceful enjoyment of property. A recommendation was issued to take measures without delay to form the Commission. The recommendation was not acted upon.[footnoteRef:187]  [187:  Case number 393-553/25.] 


AGRICULTURE
Main Challenges and Obstacles
Structural problems are observed in the field of agriculture, primarily reflected in the lengthiness of procedures and the lack of timely decision-making by competent authorities. A particularly significant problem is the failure to establish, or the untimely constitution of, commissions responsible for decision-making in procedures for the restitution of confiscated agricultural land and the implementation of land consolidation. This makes it impossible to complete initiated procedures and realize citizens' rights within legally prescribed deadlines.
An additional obstacle is the failure to act in retrials after a decision is annulled by the second-instance body, which leads to administrative procedures lasting for years.

Main Findings and Trends
Complaints in the reporting period most frequently referred to the failure of the Ministry of Agriculture, Forestry and Water Management to act upon filed appeals and parties' submissions, as well as delays in cases relating to the restitution of confiscated agricultural land and the implementation of land consolidation.
It was observed in the procedures that parties' appeals and submissions are not acted upon within legally prescribed deadlines. Following the initiation of investigative procedures by the Protector of Citizens, decisions were made or actions were taken in several cases that allowed the procedure to continue. It was also noted that the failure of authorities and commissions to act in retrials after a decision has been annulled leads to a further prolongation of the procedure.

Important Cases and Practice Examples
Failure to act on an appeal in a second-instance procedure
The Ministry of Agriculture, Forestry and Water Management did not act on the complainant's appeal filed against the decision of the Directorate for Agrarian Payments for four months. After the Protector of Citizens launched an investigative procedure into the legality and regularity of the authority's work, the Ministry of Agriculture, Forestry and Water Management issued a second-instance decision, and the procedure was suspended.[footnoteRef:188] [188:  Case number 396-499/24.] 


Failure to act by the Commission for the Restitution of Agricultural Land in the Municipality of Mionica
In a procedure following a complaint, it was established that for more than nine years, the Municipality of Mionica had not formed the Commission for the Restitution of Agricultural Land, which is competent to decide on requests for the restitution of confiscated land. Due to the non-execution of this legal obligation, initiated procedures could not be completed, which prevented the parties from realizing their right to property. Consequently, the Protector of Citizens issued a recommendation to the Ministry of Agriculture, Forestry and Water Management to take measures, in cooperation with other authorities, to form the Commission[footnoteRef:189]. The recommendation was not acted upon.  [189:  Case number 3127-2203/21.] 


Failure to act by the Commission for Implementing Land Consolidation in the Municipality of Ruma
In a case relating to the work of the Commission for Implementing Land Consolidation in the cadastral municipality of Marđelos, in the Municipality of Ruma, it was established that the Commission did not act in a retrial after the case was returned for a new decision by a second-instance decision. Although it was obliged to make a new decision within the legally prescribed deadline, this was not done, which led to a prolongation of the procedure. The Protector of Citizens issued a recommendation that the Commission make a proper and lawful decision in the retrial without delay[footnoteRef:190]. The recommendation was not acted upon. [190:  Case number 396-346/24.] 


CONSUMER RIGHTS PROTECTION
In the area of consumer protection, as in previous years, citizens most frequently filed complaints during this reporting period against the work of local public enterprises that provide services of general economic interest, i.e., perform communal activities. 
The complaints mainly related to the quality and manner of providing services, as well as the calculation and amount of bills for provided services. Citizens also addressed the work of companies in the fields of tourism, telecommunications, cable services, and the sale of various types of goods. The Protector of Citizens is not authorized to control the work of these entities, and in these cases, citizens were directed to competent authorities and available legal remedies to protect their consumer rights. 
The Protector of Citizens acted on complaints regarding the work of the market inspectorate, the tourism inspectorate, as well as the Regulatory Agency for Electronic Communications and Postal Services. In response to certain complaints, investigative procedures were launched in which the authorities rectified the shortcomings.

INDIVIDUAL RECOMMENDATIONS ARISING FROM INVESTIGATIVE PROCEDURES
[bookmark: _Hlk224120979]•  The Ministry of Education should amend the Rulebook on Pupil and Student Loans and Scholarships to allow participants in the student scholarship competition to realize the right to a reasoned decision on an objection to the ranking list;
· The Ministry of Finance – Tax Administration should: 
· take all measures to ensure efficient and timely decision-making on citizens' requests, in order to enable the effective realization of their rights;
· act in a timely manner in cases determining inheritance and gift tax;
· determine the specific reasons why its organizational units do not forward taxpayers' appeals to the second-instance body within the legally prescribed deadline;
· ensure timely action upon requests of the second-instance body in cases where appeals with case files have not been submitted for decision;
· act in retrials within the legal deadline and in accordance with the remarks and suggestions of the second-instance body;
· [bookmark: _Hlk220582056]immediately upon learning that tax and secondary tax duties have not been paid on time, even when the debt amount is insignificant, send taxpayers a warning for tax payment to prevent a significant increase in debt due to interes;
· The Ministry of Finance - Sector for Second-Instance Tax and Customs Procedures should:
· fully realize its legally established obligation to cooperate with the Protector of Citizens and submit statements on his conclusions as well as relevant documentation without delay;
· take all available measures and actions to ensure prompt and efficient handling of taxpayers' appeals filed against first-instance tax administrative acts;
· draft an analysis of the previous work of the executing officers handling second-instance procedures in the departments in Belgrade, Novi Sad, Niš, and Kragujevac, and determine whether the number of executing officers is adequate for the volume of work; 
· improve the organization of work on appeals within the available number of executing officers and, if necessary, introduce overtime work in accordance with the law;
· inform taxpayers about the reasons for the length of the procedure for realizing rights before this authority, with an apology for such conduct, in a manner that ensures information accessibility to as many taxpayers as possible; 
· [bookmark: _Hlk220581983]Local self-government units should:
· ensure that taxpayers' appeals are forwarded to the competent second-instance body within the legally prescribed deadline;
· [bookmark: _Hlk220582021]ensure timely action on taxpayers' requests, including action in retrials;
· immediately upon learning that local public revenues have not been paid on time, even when the debt is insignificant, send taxpayers a warning for tax payment to prevent a significant increase in debt due to interest;
· The Ministry of Labor, Employment, Veteran and Social Affairs should:
· ensure the performance of internal control of the inspectorate in the areas of labor relations, occupational health and safety, as well as social protection;
· ensure that the National Employment Service makes information on employment needs available to job seekers; 
· harmonize the Rulebook on the Closer Content of Data and the Manner of Keeping Records in the Field of Employment with the Law on Employment and Unemployment Insurance;
· [bookmark: _Hlk224121208]The Municipality of Rača should, by applying an appropriate legal remedy, annul its decision and adopt a new, legally based decision, adhering in all aspects to the legal views and binding remarks of the Administrative Court;
· [bookmark: _Hlk224120800]The Center for Social Work Stara Pazova should conduct procedures in accordance with the recommendations of the social protection inspector, so that the family accommodation service for adults and the elderly is applied with analogous application of the provisions of the Rulebook on Foster Care[footnoteRef:191]; [191:  "Official Gazette of the RS", Nos. 36/08, 66/22 – other rulebook.] 

· The Secretariat for Social Protection of the Belgrade City Administration should, in cooperation with competent public enterprises, take measures to improve the infrastructure in the informal settlement of Kijevo, regarding electrical installations, sewage, and organized waste disposal;
· The Secretariat for Social Protection of the Belgrade City Administration should conduct an inspection of the mobile housing units in the Kijevo settlement and remove or relocate those that are no longer fit for living due to damage;
· [bookmark: _Hlk221175807]The Ministry of Public Administration and Local Self-Government should, in cooperation with the Ministry of Labor, Employment, Veteran and Social Affairs, propose amendments to the Regulation on Coefficients for Calculating and Paying Salaries of Public Service Employees in order to harmonize coefficients for jobs of equal complexity in accordance with Article 104 of the Labor Law;
· [bookmark: _Hlk224120732]The Institute for Emergency Medicine Belgrade should act upon requests for the provision of audio recordings of telephone conversations with operators of the 194 Call Center;
· The Institute of Public Health of Serbia "Dr Milan Jovanović Batut" should act on the complainant's request to issue a certificate of registration in the Rare Diseases Registry or adopt a legally based and reasoned decision;
· The Republic Geodetic Authority should improve cooperation with the Protector of Citizens, and act upon issued individual recommendations or rectify observed shortcomings during the procedure, particularly regarding decision-making in backlogged second-instance cases;
· The Ministry of Labor, Employment, Veteran and Social Affairs should complete the procedure for drafting amendments to the Rulebook on Closer Conditions and Standards for the Provision of Social Protection Services as soon as possible, in order to enable persons with autism to comprehensively use support services for independent living.












[bookmark: _Toc229649734]GENERAL RECOMMENDATIONS OF THE PROTECTOR OF CITIZENS
MONITORING METHODOLOGY
In order to systematically monitor the implementation of general (systemic) recommendations from the Regular Annual Report for 2024, the Protector of Citizens established a formalized mechanism during 2025 for monitoring the actions of the addressed authorities.
Written requests for statements on the level of their implementation were submitted to all administrative bodies and local self-government units to which general recommendations were addressed in the Regular Annual Report for 2024. They were invited to specify the concrete measures taken, normative and organizational changes, as well as other activities aimed at eliminating the observed shortcomings.
In the submitted statements, the authorities declared the status of implementing the recommendations. Some authorities provided accompanying documentation, while others explained their claims descriptively, without attachments that would indicate the concrete results of the measures taken.
Based on the analysis of the submitted statements, as well as data available to the Protector of Citizens within his competencies, an assessment of the degree of implementation of the recommendations was conducted, according to the following categories:
· recommendation complied with;
· recommendation partially complied with;
· recommendation not complied with;
· cannot be determined.
The assessment of the degree of implementation of recommendations in this reporting cycle is primarily based on the submitted statements of authorities and available documentation. The analysis did not include a comprehensive assessment of the effects of the measures taken on the realization of citizens' rights, bearing in mind that such an assessment requires an additional time distance and systematic monitoring of results in practice. Further improvement of the monitoring methodology is planned in upcoming reporting cycles.
A general overview of the degree of implementation of the recommendations is provided further in this chapter, while the annex to this report presents a list of administrative bodies and local self-government units that submitted a statement.
By introducing this method of monitoring the implementation of recommendations, the Protector of Citizens further strengthens the mechanism of institutional responsibility and transparency, aiming to ensure continuity in eliminating the observed systemic shortcomings and improving the position of citizens in relation to administrative bodies.

GENERAL OVERVIEW OF RESULTS
In the process of monitoring the implementation of general recommendations from the Regular Annual Report for 2024, the Protector of Citizens addressed the state administration bodies and local self-government units to which the recommendations were directed. During the reporting period, 18 public authorities at the national level and 39 local self-government units submitted their statements.
The submitted statements show that the degree of action on the recommendations is uneven, both across different areas of public policy and among individual authorities. In a significant number of cases, authorities stated that they had undertaken certain activities to implement the recommendations, but the statements were often descriptive and lacked accompanying documentation that would enable a more complete verification of their claims. Also, in certain areas, statements were not submitted by all competent authorities, which further complicated a comprehensive assessment of the degree of action.
State administration bodies and local self-government units provided statements on the implementation of 85 general recommendations. The analysis of the submitted statements shows that five general recommendations were fully implemented, representing about 6%. Forty-six recommendations were partially implemented, i.e., 54%, indicating that the authorities undertook certain activities aimed at their realization, but the recommendations have not yet been fully implemented in practice.
In addition, 31 recommendations, or about 36%, were not implemented, indicating the existence of systemic problems that recur across multiple areas and require longer-term institutional measures. For three recommendations, representing about 3.5%, it was not possible to reliably determine the degree of action based on the submitted statements.
These results show that the largest number of recommendations were implemented partially or not implemented at all, pointing to the need for more consistent action by authorities and more effective implementation of measures aimed at eliminating the observed systemic shortcomings.
On the other hand, positive developments were observed in a smaller number of areas, where authorities took concrete measures that led to the improvement of practice. This primarily refers to certain segments of the work of inspection bodies, the availability of real estate cadastre services, and the improvement of certain procedures within the healthcare system.
The subsequent part of the report contains a more detailed analysis of the action taken on recommendations by individual areas, based on the submitted statements of authorities and the Protector of Citizens' assessment of the degree of their implementation.

COMPLIANCE BY AREAS
[bookmark: _Hlk223091827]Rights of National Minorities
Strategic framework
Despite visible progress in preparing the new Action Plan for the Promotion of the Rights of National Minorities, the recommendation can be considered partially implemented, considering that the document was not adopted at the time this report was drafted. Although the public debate process has been conducted and a draft document prepared, full implementation can only be assessed after its formal adoption and the securing of budgetary funds.
🎯 Status: recommendation partially complied with.
 
Official use of the languages and scripts of national minorities
According to the submitted statement of the Ministry of Internal Affairs, the recommendation regarding the observance of the official use of the languages and scripts of national minorities is fully implemented. The Ministry stated that language rights are respected in its actions in accordance with the law, and that officers receive continuous training in the protection of human and minority rights.
🎯 Status: recommendation complied with. 

Housing of Roma
An analysis of the submitted statements of local self-government units shows that the degree of action on the recommendation is unsatisfactory. Apart from the fact that a significant number of local self-government units did not submit a statement, it emerges from the received responses that the approach in this area is uneven and mostly conditioned by available financial resources. While some local self-governments have taken concrete measures in the area of social housing and infrastructural improvement of Roma settlements, a portion cited limited financial capacities or the non-existence of separate Roma settlements, without presenting alternative support measures. This situation points to an absence of systemic and strategic planning in the area of housing for members of the Roma national minority.
🎯 Status: recommendation not complied with. 

[bookmark: _Hlk223092232]Rights of persons deprived of liberty and prevention of torture
Deinstitutionalization
Action upon the recommendation in the area of deinstitutionalization is limited and without visible structural progress. The Ministry of Labor, Employment, Veteran and Social Affairs stated that the recommendation is "not clear," while the Ministry of Health did not provide concrete evidence of implementation. Although an increase in the number of licensed services and the existence of community mental health centers was reported, their number and availability are still insufficient. 
🎯 Status: recommendation not complied with.

Physical restraint
The Ministry of Health stated that the recommendation is fully implemented but provided no evidence. At the same time, the NPM continues to observe shortcomings in restraint records, the application of the measure in front of other patients, and in some cases, the use of unapproved means. 
🎯 Status: recommendation partially complied with.

Guardianship protection
Action upon the recommendation in the area of guardianship protection shows no essential progress. The Ministry of Labor, Employment, Veteran and Social Affairs stated in its response that the recommendation in question falls under the jurisdiction of another ministry. Simultaneously, NPM findings indicate that the passivity of social work centers regarding the active monitoring of the position of users in institutions is still present as a systemic problem. In practice, guardianship protection is often reduced to formal procedures, without regular communication with users and active advocacy of their interests. 
🎯 Status: recommendation not complied with.

Action in incident situations
Despite the legal obligation, the by-law regulating action in incident situations has still not been adopted, representing a multi-year normative omission. 
🎯 Status: recommendation not complied with.

Lack of employees
Although competent authorities indicate activities aimed at increasing the number of employees, the NPM continues to note a chronic lack of staff in institutions, which affects the quality of protection of the rights of persons deprived of liberty. 
🎯 Status: recommendation partially complied with.



Activities of persons in closed wards
Treatment programs have been improved, but the regime of purposeful activities for persons in pre-trial detention and persons in closed wards remains limited. 
🎯 Status: recommendation partially complied with.

Documenting and reporting injuries
The introduction of uniform forms and the implementation of training represent a positive step, but deviations from prescribed standards are still observed in practice.
🎯 Status: recommendation partially complied with.

Material conditions in detention rooms
Efforts to adapt certain rooms are visible, but overall capacities and conditions are still not uniformly improved. 
🎯 Status: recommendation partially complied with.

Training of police officers
Organizing continuous training represents positive development, but it is necessary to ensure the consistent application of acquired knowledge in practice. 
🎯 Status: recommendation partially complied with. 

Notice of rights and start of detention
Although instructional measures have been taken, incorrect calculation of the start of detention and the provision of inappropriate notices are still observed in some cases.
🎯 Status: recommendation partially complied with.

Stay in shelters for foreigners
Despite claims of improved practice, the NPM continues to observe cases of prolonged stays of foreigners without realistic prospects for forced removal. 
🎯 Status: recommendation not complied with.

[bookmark: _Hlk223091854]Rights of persons with disabilities
Accessibility of public facilities
From the submitted statements of administrative bodies, it emerges that action upon the recommendation is uneven. Certain ministries state that the recommendation is partially or fully implemented (Ministry of Labor, Employment, Veteran and Social Affairs, Ministry of Public Administration and Local Self-Government, Ministry of Internal Affairs), while some bodies point to the need to amend by-laws (Ministry of Construction, Transport and Infrastructure). The majority of bodies did not submit supporting evidence for their claims. An analysis of the statements of local self-government units shows that physical accessibility is mostly limited to the installation of ramps, while full accessibility (elevators, adapted toilets, internal communication) is provided in a smaller number of facilities. A significant number of local self-government units did not submit a statement.
🎯 Status: recommendation partially complied with.

Accessibility of public transport and transport services
In a large number of municipalities, there is no organized public transport at the local level. Where it exists, vehicle accessibility is limited. Only certain communities have adapted vehicles or transport services for persons with disabilities. 
🎯 Status: recommendation not complied with.

Community services (home help, personal assistance, day care)
A large number of local self-government units stated that they provide a "home help" service, and in certain communities, services of a personal assistant, personal companion for a child, and day care are also available. However, in smaller and underdeveloped municipalities, services are implemented to a limited extent or are not provided due to a lack of resources.
🎯 Status: recommendation partially complied with.

Information in accessible formats
The majority of local self-government units have not provided information in sign language or Braille. Certain local self-government units state that there are no technical or staffing capacities, while some point out that no needs were expressed. At the national level, the Ministry of Education cites activities in the area of adapted textbooks and digital content.
🎯 Status: recommendation not complied with.

Sign language interpreter in proceedings before authorities
Only a portion of local self-government units provides a sign language interpreter (permanent or as needed). A significant number of local self-government units stated that there was no need or no resources. In certain locations, the service is provided through associations.
🎯 Status: recommendation partially complied with.

Socio-medical services
The Ministry of Labor, Employment, Veteran and Social Affairs stated that an analysis of the legal prerequisites for establishing socio-medical institutions has been drafted and that a working draft of the rulebook is in preparation, while standards have not yet been adopted. The Ministry of Health cites continuous activities within its system, but socio-medical services have not been established as a unified system.
🎯 Status: recommendation partially complied with.

Harmonization of laws (work capacity)
The Ministry of Labor, Employment, Veteran and Social Affairs did not act upon the recommendation regarding the adoption of a by-law and the systemic harmonization of regulations.
🎯 Status: recommendation not complied with.

[bookmark: _Hlk223091218]Gender equality and the rights of LGBTI persons
Adoption of the strategic and normative framework in the field of violence prevention
The recommendations relating to the adoption of a new National Strategy for the Prevention and Suppression of Violence in the Family and in Intimate Partner Relationships, as well as the amendments to the Criminal Code, the Family Law, and the Law on the Prevention of Domestic Violence, have not been fully complied with. From the submitted statements, it does not appear that there has been a systemic harmonization of regulations with the Istanbul Convention, nor a normative improvement of the position of victims, including LGBTI persons. Despite the existence of a general normative framework, concrete steps toward comprehensive reform are lacking.
🎯 Status: recommendations not complied with.

Empowering and encouraging victims to report violence
Although competent authorities cite continuous activities (SOS hotlines, oversight of the work of social work centers, police training, and cross-sectoral cooperation), the statements are predominantly descriptive and do not contain performance indicators, data on the volume of activities, or evidence that measures have been intensified compared to the previous period. The failure of certain authorities to submit statements further indicates an incomplete institutional response.
🎯 Status: recommendation partially complied with.

Protocols and work standards of shelters (safe houses)
Although the Ministry of Labor, Employment, Veteran and Social Affairs has taken steps by drafting a proposal for a rulebook on closer conditions and functional standards for the provision of accommodation services, a comprehensive and uniform regulation of quality standards for the work of shelters has not been ensured. In particular, structural standards that would ensure the uniform provision of services and an adequate response to the individual needs of victims, including members of vulnerable social groups, are not clearly defined.
🎯 Status: recommendation partially complied with.

The right to health insurance based on unpaid housework
The Ministry of Health stated that there is no valid legal basis for exercising this right, while other competent ministries have not undertaken concrete activities aimed at amending the normative framework. The lack of a coordinated approach and the shifting of jurisdiction indicate the absence of a systemic initiative to resolve this issue.
🎯 Status: recommendation not complied with.

Prohibition of discrimination in the Law on Police and training of police employees
The Ministry of Internal Affairs states that a general prohibition of discrimination is applied in practice and that training in the field of human rights is conducted. However, an amendment to the Law on Police that would explicitly prohibit discrimination based on sexual orientation and gender identity has not been proposed. Data on the scope and effects of the training were not provided, indicating partial compliance with the recommendation.
🎯 Status: recommendation partially complied with.

Training in educational institutions on issues of gender equality and discrimination
The Ministry of Education states that there are accredited professional development programs covering the topics of anti-discrimination and gender equality, gender identity, and sexual orientation. Nevertheless, data on the number of implemented trainings, the number of trained employees, and the actual effects in practice are missing, making it difficult to assess the true degree of implementation.
🎯 Status: recommendation partially complied with.

Local action plans and the inclusion of LGBTI persons
The majority of local self-government units have adopted local action plans in the area of gender equality, but LGBTI persons are rarely explicitly included in the measures and activities. In numerous cases, concrete data on the implementation of activities, secured budget funds, and achieved results are missing. A formal commitment without consistent application in practice is dominant.
🎯 Status: recommendation partially complied with.

Establishment of bodies and designation of persons responsible for gender equality
Although certain local self-government units state that they have appointed persons responsible for gender equality and formed appropriate bodies, the statements do not contain evidence of their active and continuous work, nor of concrete results. A partial formal fulfillment of the legal obligation is observed, without systemic monitoring of the effects.
🎯 Status: recommendation partially complied with.

Rights of the child
Protection of children from domestic violence
Although certain ministries cited specific activities, the statements are incomplete and lack data that would indicate systemic progress. No authority provided data on establishing cooperation with parents, even though this was an integral part of the recommendation. During 2025, the Protector of Citizens received a significant number of complaints indicating insufficient cooperation between schools and parents in cases of violence, as well as insufficient coordination between educational and social protection institutions, which in some situations led to a delayed system reaction.
🎯 Status: recommendation not complied with.

Prevention of child separation from the family and abuse of parental rights
The competent ministry stated that it takes measures within the oversight of the work of social work centers, but without concrete data regarding action upon the recommendation. Precise data on orders and measures in cases of abuse of parental rights or the prevention of child separation from the family were not submitted. During 2025, the Protector of Citizens continued to send individual recommendations to social work centers in cases of established parental neglect or abuse of parental rights. 
🎯 Status: recommendation not complied with.

Special protocols for the protection of children from violence
Most authorities did not submit a statement. Some authorities stated that they act in accordance with the General Protocol, without adopting special protocols within their jurisdictions, which was explicitly recommended. 
🎯 Status: recommendation not complied with.

Protection of children from violence in schools – training
The Ministry of Education stated that certain trainings were implemented and manuals were drafted, but without submitting evidence that would enable an assessment of the coverage, participant structure, and effects of the trainings. Bearing in mind the need to continuously strengthen the capacities of educational employees, the recommendation requires further systemic monitoring.
🎯 Status: recommendation partially complied with.

Preventive activities in schools
The activities cited in the statement are not focused on the continuous and systemic planning of preventive measures, nor on the structural inclusion of parents in violence prevention, which was recommended. 
🎯 Status: recommendation not complied with.

Staffing capacities in social protection
The lack of employees in social work centers continues to be recognized as a key problem affecting the quality and timeliness of action in protecting the rights of the child. Claims of full compliance with the recommendation are not supported by data, and complaints in 2025 point to continuous problems.
🎯 Status: recommendation not complied with.
Amendment of the Rulebook on the organization, norms, and standards of work of social work centers
Activities on amending the Rulebook have begun, but the regulation was not amended during the reporting period.
🎯 Status: recommendation partially complied with.

Planning services for children with developmental disabilities
Competent authorities stated that implementing the recommendation is not within their jurisdiction due to the autonomy of local self-government units in budget planning, resulting in the absence of systemic measures.
🎯 Status: recommendation not complied with.

Safety in amusement parks
The Ministry of Economy amended the Rulebook determining the list of Serbian standards in the field of general product safety and vehicles and devices of amusement parks. Further monitoring of the application of regulations at the local level is necessary. 
🎯 Status: the recommendation has been implemented.

Personal companion service
Only one-third of local self-government units submitted information on compliance. A significant number stated that the service is not provided to every child who needs it, most often due to insufficient financial resources or a lack of licensed service providers. A small number of local self-government units submitted concrete evidence of full compliance.
🎯 Status: recommendation partially complied with. 

Economic, social and property rights
Oversight of the work of the Republic Fund for Pension and Disability Insurance
The Ministry of Labor, Employment, Veteran and Social Affairs stated in its response that it monitors the work of the Republic Fund for Pension and Disability Insurance, points out observed shortcomings, and takes measures within its jurisdiction, but without providing supporting evidence. According to the analysis by the Protector of Citizens, the Ministry has complied partially, since it still does not address the systemic failures of the Republic Fund for Pension and Disability Insurance and does not perform oversight to the full extent prescribed by law, considering the number of issued recommendations and observed irregularities.
🎯 Status: recommendation partially complied with.

Timeliness of action by the Republic Fund for Pension and Disability Insurance
The analysis shows that a significant number of omissions by the Republic Fund for Pension and Disability Insurance are rectified after the Protector of Citizens initiates an investigative procedure, especially in cases of untimely action. This points to the need to strengthen internal control and oversight mechanisms.
🎯 Status: recommendation partially complied with.

Overpaid pension amounts
There is still a large number of complaints from citizens who, due to omissions by employees of the Republic Fund for Pension and Disability Insurance, have to return overpaid pension amounts, even though they exercised their rights based on final and enforceable decisions.
🎯 Status: recommendation not complied with.


[bookmark: _Hlk223092828]Number of education inspectors
The Ministry of Education stated in its response that it is continuously working on increasing the number of inspectors and that competitions are being announced, but a significant number of positions remain unfilled, primarily due to the level of income and staff turnover. During the reporting period, two inspectors were hired, and a competition is underway to hire two more. 
🎯 Status: recommendation partially complied with.

Issuance of public documents in higher education
The Ministry of Education stated that the Law on Higher Education does not prescribe a deadline for issuing diplomas, that it has repeatedly initiated amendments to the law in that regard, but the proposed provisions were not adopted. It was also emphasized that it appealed to institutions to issue diplomas within a reasonable timeframe. 
🎯 Status: recommendation partially complied with.

Handling of citizens' requests by the Tax Administration
The Tax Administration stated that all organizational units are acquainted with the observed omissions and the recommendations of the Protector of Citizens, with the aim of eliminating shortcomings and achieving standards of good administration. Measures have been taken, but the rights violations pointed out by citizens have not been significantly reduced compared to previous reporting periods.
🎯 Status: recommendation partially complied with.

Collection of mandatory social insurance contributions
The Tax Administration stated that it has automated the procedure for submitting individual tax returns ex officio and that it consistently implements the forced collection procedure. It also initiated the introduction of joint and several liability for founders and beneficial owners of business entities, which was not accepted.
🎯 Status: recommendation partially complied with.

Statute of limitations for tax liability
The Tax Administration stated that it determines ex officio the fulfillment of conditions for the cessation of tax liability based on the statute of limitations, and that since 2019, it has established over 13 billion dinars in outdated liabilities.
🎯 Status: recommendation partially complied with.

Timely submission of appeals to the second-instance authority
The Tax Administration stated that it continuously monitors the work of organizational units, conducts controls, issues orders, and strengthens staffing capacities with the aim of timely submission of appeals to the second-instance authority. However, considering that rights violations in this area continue to occur, it can be concluded that the measures have not fully yielded the expected results. 
🎯 Status: recommendation partially complied with.

[bookmark: _Hlk223092884]Training and professional development in the field of social protection
The Ministry of Labor, Employment, Veteran and Social Affairs and the Republic Institute for Social Protection stated that training and professional development are conducted continuously, that registers of accredited and implemented programs are maintained, and that a significant number of trainings were realized in 2024. Supporting evidence was not provided. Progress in this area is noted, but considering the permanent lack of staffing capacities, the practice must be continued and improved.
🎯 Status: recommendation partially complied with.

Prompt and timely decision-making by social protection institutions
The Ministry of Labor, Employment, Veteran and Social Affairs stated that the recommendation is being implemented continuously and that there is regular communication with institution directors, but without providing evidence. According to the analysis, during the reporting period, there was a greater number of cases of sluggish and untimely action by social protection institutions, indicating that the recommendation did not yield the expected results. 
🎯 Status: recommendation not complied with. 

Staffing capacities of social protection institutions
The Ministry of Labor, Employment, Veteran and Social Affairs indicated that it takes measures within its jurisdiction, but that mechanisms for staffing reinforcement depend on the decisions of other authorities. According to the analysis, social protection institutions still cite an insufficient number of professional workers and associates as one of the main problems in their work. 
🎯 Status: recommendation partially complied with.

Working conditions of employees in social protection institutions
The Ministry of Labor, Employment, Veteran and Social Affairs pointed out significant progress during the reporting period, including amendments to the Regulation on Coefficients for Calculating and Paying Salaries of Public Service Employees and an improvement in the material position of employees in social protection institutions. According to the analysis, although serious progress has been made, the period was also marked by a strike at the City Center for Social Work in Belgrade, indicating that the problems of working conditions have not been fully overcome.
🎯 Status: recommendation partially complied with.

[bookmark: _Hlk223092937]Financial support for local self-government units in environmental protection
The Ministry of Environmental Protection stated that it had acted upon this recommendation, and some progress is noted in providing financial support to local self-government units in performing entrusted tasks. However, considering the continuous lack of staffing and technical capacities at the local level, as well as the fact that the support did not systemically resolve the observed problems, the recommendation is repeated in this reporting cycle as well.
🎯 Status: recommendation partially complied with.

More effective oversight of the performance of entrusted tasks in the field of environmental protection
The recommendation to establish a more effective system of oversight over the performance of entrusted inspection tasks by local self-government units was not complied with. The lack of financial and staffing capacities was cited as the reason, as a result of which internal control of the inspectors' professional work was not ensured. This situation points to the lack of a systemic approach to improving inspection oversight in the field of environmental protection.
🎯 Status: recommendation not complied with.



Application of measures against local self-government units that have not adopted planning documents in the field of air protection
The Ministry of Environmental Protection, as the supervisory authority over the application of the Law on Air Protection, has not taken all available measures against local self-government units that have not adopted air quality plans and short-term action plans. The reasons for inaction are not clearly explained, which results in the continued non-fulfillment of legal obligations and the absence of concrete measures in communities where the limit values of polluting substances are exceeded.
🎯 Status: recommendation not complied with.

Adoption of air quality plans and short-term action plans
Not a single new local air quality plan was adopted during the reporting period either, while adoption procedures are ongoing in some local self-government units. A certain number of units, including those with a legal obligation, did not submit a statement. This situation indicates stagnation in this area, which can be linked to insufficient financial and staffing capacities, but also to the lack of systemic pressure and coordination from the national level.
🎯 Status: recommendation not complied with.

Inspection oversight and preventive action at the local level
From the submitted statements and conducted investigative procedures, it appears that inspection oversights are carried out, but to a limited extent, due to an insufficient number of inspectors. This leads to inadequate legal protection of citizens and limited preventive action. Although certain activities exist, they have not led to a visible improvement in the oversight system.
🎯 Status: recommendation partially complied with.

Regulating conditions for the arrangement and equipping of catering facilities (smoke, steam, odors)
The recommendation to more closely regulate the conditions relating to the extraction of smoke, steam, and unpleasant odors was acted upon in a limited number of local self-government units, with only two in the process of adopting appropriate regulations. Insufficient financial and staffing capacities are most frequently cited as the reason for inaction, which in practice results in ineffective inspection oversight and a continuation of citizens' complaints.
🎯 Status: recommendation not complied with.

Decisions on noise level control from catering facilities
Only two local self-government units adopted decisions on the method of noise level control, while the majority did not take the necessary measures. The reasons generally relate to limited resources, which leads to uneven practice and insufficient protection of citizens from excessive noise.
🎯 Status: recommendation not complied with.

Regulating conditions for noise protection in catering facilities
This recommendation was also acted upon in only a limited number of local self-government units. The failure to adopt local regulations results in noise protection largely relying on reactive action upon complaints, without clear preventive mechanisms.
🎯 Status: recommendation not complied with.



Authorization of the communal militia to measure noise
Only three local self-government units ensured that the communal militia conducts noise measurements, while the rest pointed to a lack of financial, staffing, and technical capacities. This situation limits the effectiveness of local oversight and prolongs the duration of procedures to protect citizens from excessive noise.
🎯 Status: recommendation not complied with.

Cooperation of health councils with the Protector of Citizens
In the reporting period, the trend of a decreasing number of local self-government health councils submitting annual reports on their work to the Protector of Citizens continued, even though they are obliged to do so by the Law on Patients' Rights. The lack of regular reporting makes it difficult to monitor the situation in the area of patient rights protection and indicates an insufficient level of institutional cooperation.
🎯 Status: recommendation not complied with.

Informing patients about rights protection mechanisms
Experience in working on complaints and recommendations shows that patients still do not have sufficient knowledge about their rights, nor about existing protection mechanisms, their jurisdictions, and working methods. Despite earlier indications, no systemic improvement in patient information has been observed, which is why it is necessary to repeat the recommendation.
🎯 Status: recommendation not complied with.

Adoption of a regulation on the fee amount for the drafting of medical documentation
The Ministry of Health stated that the recommendation was not complied with. Although the Law on Patients' Rights prescribes the right to a copy of medical documentation with the obligation to bear the necessary costs, in practice, healthcare institutions determine the amount of these costs differently. Back in 2021, the Protector of Citizens pointed out the need to adopt a regulation that would precisely prescribe the fee amount, in order to standardize practice and prevent legal uncertainty for patients. Such a regulation has not been adopted.
🎯 Status: recommendation not complied with.

Empowerment of advisors for the protection of patients' rights
It was observed that the Ministry of Health did not undertake the necessary activities during the reporting period to systemically empower advisors for the protection of patients' rights, whether through training, coordination, or improving their position. Bearing in mind the significance of their role as the first mechanism for protecting patients' rights at the local level, the recommendation needs to be repeated.
🎯 Status: recommendation not complied with.

Action of the bodies of the Medical Chamber of Serbia
The Medical Chamber of Serbia acted upon the recommendation that its competent bodies, when deciding on proposals from citizens with a legal interest, review all allegations, attached documentation, and available data before determining the fulfillment of formal conditions. From the submitted statement, it emerges that the procedures for acting in these cases have been improved.
🎯 Status: recommendation complied with.



[bookmark: _Hlk223093000]Number of labor inspectors and capacities of the Labor Inspectorate
The recommendation to increase the number of labor inspectors, expand the jurisdictions of the Labor Inspectorate, and improve technical conditions for more efficient action was partially complied with. Progress is noted in the number of conducted inspection oversights and established employer omissions, indicating intensified activities in this area. Nevertheless, considering the long-standing problem of an insufficient number of inspectors and the burden on existing staffing capacities, it can be concluded that the recommendation has not been fully realized.
🎯 Status: recommendation partially complied with.

Mutual cooperation of authorities in the field of employee rights
The recommendation that the Ministry of Labor, Employment, Veteran and Social Affairs, the Tax Administration, the Republic Fund for Pension and Disability Insurance, and the Republic Health Insurance Fund establish effective and timely cooperation and promptly exchange information was partially complied with. Cooperation continued between the Republic Health Insurance Fund and the Ministry of Health, as well as between the Tax Administration and the Central Register of Compulsory Social Insurance. However, weak cooperation is still observed between the Tax Administration, the Republic Fund for Pension and Disability Insurance, and the Labor Inspectorate, which affects the efficiency of employee rights protection. In addition, the Ministry of Labor and the Republic Fund for Pension and Disability Insurance did not submit a statement, making it further difficult to assess the degree of action.
🎯 Status: recommendation partially complied with.

Inspection oversight over the application of regulations in state authorities and local self-government authorities
According to the submitted statements, the Ministry of Public Administration and Local Self-Government and the Administrative Inspectorate fully complied with the recommendation to improve their work and ensure more effective inspection oversight over the application of regulations in the field of labor and labor relations of employees in state authorities and local self-government authorities. During the reporting period, there were no complaints indicating that the claims from the statements were not accurate, which points to a visible improvement in practice in this area.
🎯 Status: recommendation complied with.

[bookmark: _Hlk223094028]Strengthening the staffing and organizational capacities of the Republic Geodetic Authority
The Ministry of Construction, Transport and Infrastructure stated that the recommendation was fully implemented, highlighting that in 2025, the Republic Geodetic Authority submitted requests to increase the number of persons engaged on a fixed-term basis, to engage persons based on contracts for temporary and occasional jobs, and to hire 180 employees on an indefinite basis. It was stated that the competent authorities gave their consent to the proposed hiring. Supporting evidence was not provided. 
Considering that this concerns approving employment and strengthening the staffing structure, it can be concluded that certain measures have been taken toward realizing the recommendation, but without submitted evidence of an actual increase in the availability of services to citizens.
🎯 Status: recommendation partially complied with. 



Strengthening the preventive role of the Building Inspection
The Ministry of Construction, Transport and Infrastructure stated that the recommendation was partially implemented, pointing to the amendments to the Law on Planning and Construction from October 2025, which expanded the powers of building inspectors, including the obligation to continuously monitor spatial conditions and tighten measures in cases of illegal construction. It was also stated that equipping the inspections with video surveillance equipment and drones is planned. Supporting evidence was not provided. 
The Protector of Citizens notes that a normative framework has been established for strengthening the preventive role of the inspection. However, considering the number of complaints relating to the actions of the building inspection, especially on the territory of the city of Belgrade, the issue of staffing capacities and the effective application of the new legal solutions remains open.
🎯 Status: recommendation partially complied with.

Planning funds for the demolition of illegally constructed buildings
Some local self-government units have allocated funds in their budgets for the administrative execution of decisions on the demolition of illegally constructed buildings, while a significant number did not secure funds or cited a lack of financial capacity. In most cases, it is not possible to determine whether the planned funds are sufficient or whether all enforceable decisions were actually carried out.
🎯 Status: recommendation partially complied with.

Organization of the forced execution of decisions
In certain local self-government units, the tasks of forced execution are entrusted to public enterprises or are carried out through public procurement. However, a significant number of these authorities have not established a permanent organizational mechanism for the efficient execution of their own decisions, citing limited financial and staffing resources. A certain number of local self-government units did not submit information on compliance. 
🎯 Status: recommendation partially complied with.

[bookmark: _Hlk223094063]Availability of real estate cadastre services
During the reporting period, positive progress was observed regarding the availability of real estate cadastre services. In addition to digital communication channels and the work of the Info Center, the "Open Doors of the Cadastre" campaign was launched in the last quarter of 2025, allowing citizens to schedule meetings and communicate directly with employees to clarify questions regarding the registration of real estate rights. Also, the practice continued where the services, upon the initiation of an investigative procedure before the Protector of Citizens, rectify the observed shortcomings, contributing to a more efficient conclusion of procedures. 
🎯 Status: recommendation complied with.

Timely action on appeals in the second-instance procedure
The Republic Geodetic Authority still does not act within the legally prescribed deadline on appeals in "old" second-instance cases. Taking over jurisdiction in 2016 and a large backlog of cases are cited as the reasons, which can no longer serve as an excuse for non-compliance with legal deadlines. The practice of not applying the 60-day deadline to certain categories of cases has no basis in valid regulations. Non-compliance with legal deadlines leads to legal uncertainty, threatens citizens' property rights, and renders the right to appeal an ineffective legal remedy.
🎯 Status: recommendation not complied with.

Action on requests, objections, and complaints from electricity consumers
"Elektroprivreda Srbije" and "Elektrodistribucija Srbije" stated that they have taken measures to improve communication with users, including the establishment of customer services, contact centers, and multiple channels for submitting objections. Although the mentioned activities indicate efforts to improve action upon citizens' addresses, the number of complaints in the energy sector does not show a significant reduction in customer dissatisfaction.
🎯 Status: recommendation partially complied with.

Action on requests for connecting facilities to the electricity distribution system
"Elektrodistribucija Srbije" stated that procedures for acting upon connection requests have been established, and that a platform for the electronic processing and tracking of requests is currently being implemented. Considering that a portion of the activities relates to planned measures, their effect can only be evaluated after full implementation.
🎯 Status: cannot be determined.

Meter reading and handling complaints related to the calculation of electricity consumption
"Elektrodistribucija Srbije" stated that meter reading is carried out in accordance with regulations, that self-reading of meters is enabled, as is the handling of complaints in cooperation with the supplier. However, considering the content of complaints in this area, it cannot be concluded that the recommendation has produced its full effect in practice.
🎯 Status: recommendation partially complied with.

[bookmark: _Hlk223529523]Resolving communal problems
From the submitted statements, it appears that the majority of local self-government units state they are undertaking activities aimed at resolving citizens' communal problems, most often through the work of communal inspections and public utility companies. However, in a large number of cases, submissions are generalized and do not contain concrete data, examples from practice, or evidence of measures taken. Certain local self-government units also point to limited staffing and financial capacities that hinder the more efficient resolution of communal issues. 
🎯 Status: recommendation partially complied with.

Handling requests, reports, and complaints from citizens
The majority of local self-government units state in their responses that they handle citizens' requests, reports, and complaints within the legally prescribed deadlines. In some cases, it was highlighted that the handling is monitored through the work of inspection services or through the internal records of the administrative bodies. Nevertheless, a significant number of statements do not contain detailed data that would enable a full assessment of the efficiency of handling in practice. 
🎯 Status: recommendation partially complied with.

Implementation of enforceable decisions
Certain local self-government units stated that budget funds are provided for executing the decisions of inspection bodies and that, in case the party fails to act, execution is carried out via third parties. However, a large number of statements lack concrete information on the method of implementing enforceable decisions, while in some cases, the lack of financial resources was pointed out as an obstacle to their execution. In individual cases, the Protector of Citizens also established instances of failure to implement enforceable decisions. 
🎯 Status: recommendation not complied with.

Cooperation of inspection bodies and joint inspection oversight
The majority of local self-government units state that cooperation exists between local inspection bodies, as well as cooperation with republic inspections and other competent authorities. In some cases, the implementation of joint inspection oversights when needed was also indicated. Nevertheless, the statements are largely general and lack concrete examples or evidence that would indicate a more systematic application of this mechanism. 
🎯 Status: recommendation partially complied with.

Civil and political rights
Decision-making on citizenship
The Ministry of Internal Affairs stated that the recommendations were fully implemented, emphasizing the consistent application of regulations on administrative procedure, the improvement of promptness in work, and the implementation of officer education. It was also highlighted that action in certain cases depends on multiple organizational units or other authorities. 
However, bearing in mind that the Protector of Citizens acts based on received complaints and conducted investigative procedures, the fact is that during the reporting period, there was an increased number of complaints regarding the length of procedures for admission to citizenship of the Republic of Serbia, which in some cases last longer than a year. This points to an increased number of requests for admission to citizenship of the Republic of Serbia, as well as the need for the Protector of Citizens' recommendation to be consistently implemented regarding the realization of adequate cooperation between authorities and organizational units involved in the decision-making process.
🎯 Status: recommendation partially complied with.

Discretionary action and "security checks"
The Ministry of Internal Affairs stated that when acting based on discretionary assessment, all relevant facts are reviewed, that decisions are detailed and reasoned, and that court judgments are executed without unjustified delay. During the reporting period, a smaller number of complaints on this basis was observed. Nevertheless, given the nature of the "security check," whose content and procedure are not detailed by law, as well as the limited ability to verify claims exclusively through the authority's statement, it is not possible to reliably assess the degree of implementation of the recommendation.
🎯 Status: cannot be determined.

Handling of misdemeanor cases
The Ministry stated that the recommendation is fully implemented, that the outcome of initiated misdemeanor procedures and case law are monitored, and that coordination with judicial bodies is being improved. However, concrete statistical indicators that would enable verification of the claims about a reduction in the number of suspended procedures or the avoidance of unfounded procedures were not provided. Given the nature of the recommendation, its implementation can only be reliably assessed based on measurable data, which was not submitted.
🎯 Status: cannot be determined.




REPEATED GENERAL RECOMMENDATIONS FROM 2024
Although under Article 19, Paragraph 2 of the Law on the Protector of Citizens, the Protector of Citizens is not authorized to control the work of the Government of the Republic of Serbia, the Protector of Citizens considers it would be useful for the aforementioned authorities to also consider his proposals.
· The Government of the Republic of Serbia should:
· adopt a new National Plan of Action for Children;
· adopt the Action Plan for the implementation of the National Strategy for the Prevention and Suppression of Domestic Violence;
· propose amendments to the Law on the Prevention of Domestic Violence to specifically regulate actions in cases of violence against children, establish unified records of violence against children, and ensure the application of the law to minor perpetrators of domestic violence, including the obligation to assess risk, discuss cases at coordination and cooperation groups, and draft individual protection and support plans for the victim;
· propose amendments to the Law on Public Peace and Order so that children in street situations are not treated as perpetrators of misdemeanors but as victims of violence and neglect;
· propose amendments to the Family Law, the Law on the Prevention of Domestic Violence, and the Criminal Code to strengthen the protection of children from child, early, and forced marriages;
· propose amendments to regulations or the adoption of new regulations to provide support to parents of severely ill children and children with disabilities requiring constant care;
· propose amendments to the Criminal Code to harmonize it with the Council of Europe Convention on preventing and combating violence against women and domestic violence, and to incriminate actions constituting criminal offenses aimed at punishing and preventing racism and intolerance based on sexual orientation and gender identity;
· propose amendments to relevant laws that would prescribe special measures against persons convicted of criminal offenses against sexual freedom and in cases where these offenses were committed against adults, which would be applied even after the sentence has been served, in order to prevent the re-commission of these criminal offenses;
· propose amendments to the Family Law to change the definition of domestic violence and introduce new measures to protect victims of domestic violence, such as issuing orders for inclusion in psychosocial treatment or specialized programs for perpetrators of domestic violence and issuing orders for the treatment of alcoholism and drug addiction;
· propose amendments to the Law on Health Insurance to ensure the right to health insurance based on unpaid housework for unemployed persons who are not insured on another basis, in accordance with the Law on Gender Equality;
· propose a law regulating same-sex unions, as well as a law regulating the legal consequences of sex and gender identity changes;
· implement economic policies that do not jeopardize the rights of persons with disabilities and the elderly;
· ensure a sufficient number of healthcare workers, professional workers in social protection institutions, and professional associates in educational institutions that meets the needs of citizens in vulnerable situations;
· establish an adequate system of community services, especially family support services, services supporting independent living, and alternative family care services;
· ensure a financially sustainable system of services and support networks for persons with disabilities and the elderly;
· improve professional rehabilitation and encourage the employment of persons with disabilities and include a larger number of persons with disabilities in the labor market;
· improve the prevention and protection of persons with disabilities and the elderly from violence and abuse, with a focus on women with disabilities and elderly women, including the drafting of accessible protocols, training for coordination and cooperation groups, and the accessibility of all support services for victims of violence;
· The Ministry of Education should:
· provide appropriate training for employees in educational institutions in the field of protection from violence, abuse, and neglect;
· ensure that attention in every educational institution is focused on the continuous, comprehensive, and systemic planning of preventive activities in combating violence, with the inclusion of parents;
· provide training for employees in educational institutions to sensitize them towards LGBTI persons;
· ensure timely and efficient action by education inspectors;
· take measures to ensure timely and efficient action by higher education institutions in issuing public documents;
· The Ministry of Labor, Employment, Veteran and Social Affairs should:
· together with the Ministry of Finance, ensure an adequate number of employees in social work centers and centers for family accommodation and adoption;
· together with the Ministry of Family Welfare and Demography, amend the Rulebook on the organization, norms, and standards of work of social work center;
· in cooperation with the Ministry of Public Administration and Local Self-Government, ensure that local self-government units plan and finance social protection services and additional support for children with developmental disabilities and disabilities based on priority needs determined by the competent intersectoral commission;
· enable the full application of the Law on the Rights of Users of Temporary Accommodation Services in Social Protection and prepare amendments to the Law on Professional Rehabilitation and Employment of Persons with Disabilities and the Law on Pension and Disability Insurance, in order to harmonize them and eliminate conflicts in their application to the same factual situation, i.e., determining the work capacity of citizens;
· improve the actions of social work centers regarding the provision of effective guardianship protection to users in institutions;
· ensure the effective implementation of deinstitutionalization;
· adopt a by-law regulating the manner and closer conditions of the institution's actions in incident situations in accordance with the Law on the Protection of the Rights of Users of Temporary Accommodation Services in Social Protection;
· together with the Ministry of Health and the Directorate for the Execution of Criminal Sanctions, increase the number of employees in authorities and institutions to ensure the treatment of persons deprived of liberty is in accordance with regulations and standards;
· take measures to ensure an adequate number and structure of employees in social protection institutions and provide professional development and training;
· in cooperation with the Republic Institute for Social Protection, provide training and professional development for employees;
· in cooperation with the directors of social protection institutions, take measures to improve the working conditions of employee;
· in cooperation with the directors of social protection institutions, take measures to ensure that decisions are made in a timely manner and are clear and reasoned;
· in cooperation with all relevant actors, take measures to increase the number of labor inspectors and ensure more efficient action by the labor inspectorate;
· together with the Tax Administration and the Republic Fund for Pension and Disability Insurance, establish effective and timely cooperation and promptly exchange information concerning employees' rights;
· supervise the legality of the work and acts of the Republic Fund for Pension and Disability Insurance in accordance with the law;
· draft amendments to relevant regulations or draft a new regulation that will more precisely define the quality standards of work for shelters for victims of domestic violence and safe houses;
· The Ministry of Finance should:
· ensure the staffing and financial conditions for deciding on citizens' appeals within the legally prescribed deadline;
· ensure that organizational units cooperate with the Protector of Citizens in a timely and complete manner;
· The Ministry of Family Welfare and Demography should:
· together with the Ministry of Labor, Employment, Veteran and Social Affairs, amend the Rulebook on the organization, norms, and standards of work of social work centers;
· ensure that social work centers take measures against a parent suspected of abusing parental rights, in accordance with the best interest of the child;
· The Ministry of Public Administration and Local Self-Government should in cooperation with the Ministry of Labor, Employment, Veteran and Social Affairs, ensure that local self-government units plan and finance social protection services and additional support for children with developmental disabilities and disabilities based on priority needs determined by the competent intersectoral commission; 
· Ministries responsible for education, youth and sports, health, justice, and internal affairs should elaborate processes and procedures for the protection of children from violence within their jurisdictions through special protocols in accordance with the principles and goals of the General Protocol for the Protection of Children from Violence, for the purpose of effective intersectoral and intrasectoral cooperation;
· The Ministry of Health should: 
· together with the Ministry of Labor, Employment, Veteran and Social Affairs, ensure the effective implementation of deinstitutionalization;
· continue to develop community mental health protection centers;
· improve the application of the measure of physical restraint by tying patients;
· continue to improve the material conditions of patient accommodation in psychiatric institutions;
· together with the Ministry of Labor, Employment, Veteran and Social Affairs and the Directorate for the Execution of Criminal Sanctions, take measures to increase the number of employees in competent authorities and institutions to ensure the treatment of persons deprived of liberty is fully in accordance with valid regulations and relevant standard;
· propose to the Government of the Republic of Serbia the adoption of a regulation prescribing the amount of compensation for the necessary costs of drafting medical documentation;
· actively participate in empowering advisors for the protection of patients' rights and, in cooperation with local self-government units, organize and initiate education and the exchange of experiences;
· The Ministry of Internal Affairs should:
· ensure through continuous training that police officers act in accordance with the law, international acts, and domestic regulations relating to the police;
· continue activities for adapting existing detention rooms and building new ones;
· ensure that all detained persons are informed of their rights by handing them written notices;
· ensure that the start of detention is calculated in accordance with regulations;
· take measures so that foreigners for whom there is not enough prospect of forced removal are not assigned to stay in shelters for foreigners;
· organize healthcare in shelters for foreigners;
· ensure the full and consistent application of regulations on administrative procedure in the first-instance and second-instance procedure;
· when making discretionary decisions, take into account the limits and purpose of authorization, especially in cases of security checks;
· more efficiently decide on requests for admission to citizenship of the Republic of Serbia and other administrative matters;
· ensure that police officers accurately state facts in requests for initiating misdemeanor proceedings and monitor the outcomes of misdemeanor proceedings and the case law of misdemeanor courts;
· propose an amendment to the Law on Police introducing an explicit prohibition of discrimination based on sexual orientation;
· provide training for police employees for sensitization towards lesbians, gay men, bisexual, transgender, and intersex persons, recognizing hate crimes, and preventing secondary victimization;
· The Ministry of Justice should ensure that the provisions of the Criminal Code are harmonized with the definition of torture from Article 1 of the United Nations Convention against Torture;
· The Directorate for the Execution of Criminal Sanctions should:
· together with the Ministry of Labor, Employment, Veteran and Social Affairs and the Ministry of Health, take measures to increase the number of employees in competent authorities and institutions, in order to ensure the treatment of persons deprived of liberty is fully in accordance with regulations and relevant standards;
· allow convicted persons in closed wards and detainees, especially women and minors in detention, sufficient activities and time spent in common areas with other persons with whom their contact is not restricted;
· continue to improve treatment work to create possibilities for transitioning to a more favorable educational group;
· ensure that the first medical examination upon admission to the institution and the documenting and reporting of injuries are performed in accordance with regulations and standards;
· The Ministry for Human and Minority Rights and Social Dialogue should adopt a new Action Plan for the promotion of the rights of national minorities;
· The Ministry of Environmental Protection should:
· provide financial support to local self-government units in performing entrusted tasks in the field of environmental protection;
· establish a more effective system of oversight over the performance of entrusted inspection oversight tasks by local self-government units;
· take measures against local self-government units that have not adopted air quality plans and short-term action plans;
· The Ministry of Construction, Transport and Infrastructure should:
· together with municipal and city building inspections, strengthen the preventive role of building inspectors to combat illegal constructio;
· in cooperation with the Republic Geodetic Authority, ensure the strengthening of the staffing and organizational capacities of the Republic Geodetic Authority;
· The Republic Geodetic Authority should take measures for timely action on parties' requests and submitted appeals;
· The Republic Fund for Pension and Disability Insurance should:
· establish effective and timely cooperation with the Ministry of Labor, Employment, Veteran and Social Affairs and the Tax Administration and promptly exchange information concerning employees' rights;
· decide on requests and appeals within the legally prescribed deadline;
· maintain orderly and up-to-date main records and verify data accuracy in a timely manner;
· rectify the consequences of omissions in the work of employees in the shortest possible time;
· keep copies of case files in the event of a procedure before the Administrative Court to enable unimpeded action on other requests by the same applican;
· The Restitution Agency should take timely actions to conclude the procedures it conducts, so that decisions are made within a reasonable time;
· The Tax Administration should:
· establish effective and timely cooperation with the Ministry of Labor, Employment, Veteran and Social Affairs and the Republic Fund for Pension and Disability Insurance and promptly exchange information concerning employees' rights;
· implement measures for the timely and efficient collection of mandatory social insurance contributions when the employer fails to do so;
· determine ex officio the fulfillment of conditions for the cessation of tax liability based on the statute of limitations;
· ensure that organizational units act on citizens' requests in accordance with the law, and in retrials, act in a timely manner and in accordance with the legal views of higher instances;
· together with local self-government units, ensure that appeals are submitted to the competent second-instance body within the prescribed deadline;
· The City of Belgrade should:
· provide the financial and staffing conditions so that the Secretariat for Inspection Affairs of the Belgrade City Administration consistently sanctions illegally constructed buildings;
· provide funds in a timely manner for the forced execution of building inspectors' decisions within a reasonable time;
· Local self-government units should:
· provide the service of a personal companion for a child with an individualized approach;
· adopt air quality plans and short-term action plans if they have a legal obligation;
· conduct inspection oversight in the field of environmental protection in accordance with the law;
· ensure cooperation among inspection bodies through joint inspection oversight, especially in situations of increased risk;
· adopt acts more closely regulating the conditions for the arrangement and equipping of catering facilities to protect against smoke, steam, and odors, where this is not regulated;
· adopt decisions on the method of controlling noise levels from catering facilities and establish more effective inspection oversight in this area;
· consider the possibility of adopting an act more closely regulating the conditions for the arrangement and equipping of catering facilities with music or entertainment programs to protect against noise;
· ensure, within their capabilities, that the communal militia also conducts noise control and measurement;
· ensure the continuous and complete informing of patients about the mechanisms for protecting patients' rights;
· fulfill the obligation to cooperate with the Protector of Citizens by submitting the annual reports of health councils;
· increase the housing stock for social housing and plan other measures to improve housing conditions in Roma settlements, in communities where members of the Roma national minority live according to the 2022 Census;
· include vulnerable groups in local action plans, including lesbians, gay men, bisexual, transgender, and intersex persons, and elderly women from rural areas, and secure budget funds for measures to improve their position;
· establish, maintain, and develop community services in accordance with the needs of persons with disabilities and the elderly;
· provide accessible public information to persons with disabilities and working conditions for local media that publish information in sign language or Braille;
· provide a sign language interpreter in procedures before bodies formed by the local self-government;
· introduce the accessibility of means of transport as a condition for performing public transport activities and, until full accessibility is achieved, provide a transport service for passengers with disabilities;
· for the more efficient execution of their own decisions, consider the possibility of founding public enterprises that, within their activities, would also handle the forced execution of decisions, or, in cases where public enterprises that meet the legal, staffing, and technical conditions for forced execution already exist, entrust them with the performance of these tasks;
· take measures to implement enforceable decisions with prior provision of financial resources;
· take into account more efficient action on citizens' requests, letters, reports, and complaints within legally prescribed deadlines;
· engage to a greater extent in resolving communal problems;
· Competent authorities should:
· establish coordinated cooperation and ensure the systemic prevention of violence against children and the education of professionals;
· intensify activities dedicated to empowering and encouraging victims to report domestic violence and intimate partner violence;
· ensure the accessibility of facilities in public use to persons with disabilities;
· Elektroprivreda Srbije and Elektrodistribucija Srbije should ensure lawful, efficient, and timely action upon citizens' requests, objections, complaints, and other addresses, and inform citizens in more detail about the means and methods of addressing them;
· Elektrodistribucija Srbije should:
· provide the supplier in a timely manner with data on electricity consumption and production based on meter readings and the data necessary for deciding on complaints;
· act in a timely manner upon requests for approval of facility connection and upon decisions approving the connection.

NEW GENERAL RECOMMENDATIONS FROM 2025
· The Ministry of Labor, Employment, Veteran and Social Affairs should:
· together with the Ministry of Health, draft a rulebook on standards for providing socio-medical services for children in accordance with Article 60 of the Law on Social Protection;
· in the shortest possible time, draft and adopt amendments to the Rulebook on closer conditions and standards for the provision of social protection services to enable the comprehensive use of support services for independent living for persons with autism;
· take the necessary measures to re-establish the internal control of the inspectorate in the areas of labor relations, occupational health, and safety;
· take appropriate measures to improve the work of the Republic Fund for Pension and Disability Insurance and find a solution for the problem of overpaid pension amounts and other benefits from pension and disability insurance, so that citizens can enjoy the rights they have realized based on final and enforceable decisions, while simultaneously establishing the liability of persons whose illegal or unprofessional actions caused the work omissions and damage to the Fund;
· in cooperation with organizations of persons with disabilities, accelerate the adoption of the law on the central registry of persons with disabilities and establish a unified registry;
· together with the Ministry of Finance, social work centers, and the Republic Fund for Pension and Disability Insurance, harmonize the regulations governing financial benefits for the assistance and care of another person;
· in cooperation with the National Employment Service, eliminate structural barriers to the employment of persons with disabilities;
· in cooperation with local self-government units, accelerate deinstitutionalization and the development of community services;
· in cooperation with local self-government units, ensure continuous financing of the personal assistance service and expand its availability;
· together with the Ministry for Human and Minority Rights and Social Dialogue, ensure the introduction of the "reasonable accommodation" institute into relevant regulations and strategic documents relating to persons with disabilities, stipulating that the refusal of reasonable accommodation constitutes a form of disability-based discrimination;
· The Ministry of Health should:
· together with the Ministry of Labor, Employment, Veteran and Social Affairs, draft a rulebook on standards for socio-medical services for children;
· ensure an organized and functional Rare Diseases Registry;
· establish a legal framework for equal access to emergency medical assistance according to the same standards and rules;
· ensure efficient and effective inspection oversight in all healthcare institutions, including private practices;
· provide conditions for the continuous engagement of Roma health mediators and a permanent solution to their labor-legal status;
· develop mechanisms for monitoring the health and socio-economic indicators of the Roma population's position;
· together with the Ministry of Family Welfare and Demography and the Ministry of Justice, ensure the harmonization of relevant laws with Article 12 of the Convention on the Rights of Persons with Disabilities;
· The Ministry of Family Welfare and Demography should:
· determine the reasons for the failure of social work centers to verify the living conditions of children placed in institutions and to establish direct contact with users, and take measures to fulfill the legal obligations of the guardianship authority;
· together with the Ministry of Justice and the Ministry of Health, ensure the harmonization of relevant laws with Article 12 of the Convention on the Rights of Persons with Disabilities;
· The Ministry of Education should:
· systemically resolve the provision of a sufficient number of professional workers in primary and secondary schools and provide the service of a pedagogical assistant;
· ensure that educational institutions provide additional support to every child with developmental disabilities who needs it and secure prerequisites such as the number of students in classes, the number of children in educational groups, and facility accessibility;
· adopt an act regulating the issues of further study and costs for students of Megatrend University faculties;
· The Ministry of Internal Affairs should:
· ensure that detention records contain all necessary data on the course of detention and the treatment of the detained person;
· ensure that in procedures based on citizens' complaints, audio and video recordings and witnesses—i.e., evidence available to citizens—are utilized more as evidence;
· The Ministry of Justice should:
· take measures for the security of the judicial information system and its unimpeded functioning, as well as to ensure business continuity in the event of hacker attacks or similar circumstances;
· adopt by-laws on maintaining and submitting records of final judgments and decisions in discrimination cases to the Commissioner for the Protection of Equality;
· together with the Ministry of Family Welfare and Demography and the Ministry of Health, ensure the harmonization of relevant laws with Article 12 of the Convention on the Rights of Persons with Disabilities;
· The Ministry for Human and Minority Rights and Social Dialogue should together with the Ministry of Labor, Employment, Veteran and Social Affairs, ensure the introduction of the reasonable accommodation institute into relevant regulations and strategic documents and prescribe that the refusal of reasonable accommodation constitutes disability-based discrimination;
· The Ministry of Construction, Transport and Infrastructure should:
· assess the possibilities of simplifying and accelerating the legalization of residential buildings with special facilities for the Roma population;
· ensure the systemic introduction of the principles of universal design and reasonable accommodation into planning and construction regulations and the consistent application of accessibility standards;
· establish continuous and effective oversight over the work of the Republic Geodetic Authority in accordance with the Law on State Administration[footnoteRef:192]; [192:  "Official Gazette of the RS", Nos. 79/05, 101/07, 95/10, 99/14, 30/18 - other law and 47/18.] 

· ensure that the Republic Building Inspectorate, during administrative oversight over the performance of entrusted tasks by lower-instance building inspections, takes measures prescribed by the provisions of the Law on State Administration;
· The Ministry of Agriculture, Forestry and Water Management should:
· secure funds for the payment of subsidies to farmers and make timely decisions on appeals in second-instance procedures;
· take measures to form commissions for the restitution of confiscated land in local self-government units where necessary;
· The Ministry of Environmental Protection should:
· more precisely regulate noise from construction sites by determining the obligations of investors and contractors and noise protection measures;
· in cooperation with the Institute for Nature Conservation of Serbia, intensify oversight over compliance with nature protection conditions for the operation of small hydropower plants in protected areas;
· The Coordination Commission for Inspection Oversight should establish guidelines and instructions to improve the coordination of preventive inspection oversight in case of suspected asbestos presence prior to demolition or maintenance, while informing the public;
· The Ministry of Finance, the Tax Administration, and local self-government units should: 
· through promotional activities, inform and raise citizens' awareness of the significance and purpose of paying taxes;
· ensure the timely, lawful, and effective realization of taxpayers' rights, especially the right to a legal remedy;
· ensure full implementation of the constitutional provision on tax payment in accordance with the economic power of citizens;
· The Ministry of Finance and the Ministry of Labor, Employment, Veteran and Social Affairs, in cooperation with social work centers and the Republic Fund for Pension and Disability Insurance, should harmonize the regulations governing financial benefits for the assistance and care of another person;
· The Ministry of Justice and the Ministry of Public Administration and Local Self-Government should inform all local self-government units about the amended Rulebook determining the list of Serbian standards in the field of general product safety and vehicles and devices of amusement parks in order to harmonize practices and regulations at the local level;  
· The Republic Geodetic Authority should:
· improve cooperation with the Protector of Citizens and act upon individual recommendations or rectify observed shortcomings pointed out in complaints during the procedure, particularly regarding decision-making in backlogged second-instance cases;
· strengthen the staffing capacities of the Department for Second-Instance Procedures by providing a sufficient number of employees;
· analyze, draft, and implement a plan for resolving backlogged second-instance administrative cases;
· Local self-government units should:
· carry out the administrative execution of decisions in inspection oversight in the field of environmental protection and take punitive measures against entities that do not comply with enforceable decisions;
· in the event of prolonged interruptions in the drinking water supply, determine an order of priority and an alternative supply method, clearly informing citizens;
· ensure that public procurement procedures for the demolition of buildings are conducted within the legal framework and deadlines;
· determine the order of forced execution of building inspectors' decisions and make it available on their website;
· appoint a person responsible for gender equality, form gender equality bodies, and ensure their operation;
· draft local action plans for the reconstruction of buildings according to priorities to ensure accessibility;
· ensure the electronic accessibility of official internet presentations and a service for reporting non-compliance with accessibility standards;
· in cooperation with the Ministry of Labor, Employment, Veteran and Social Affairs, accelerate the process of deinstitutionalization and the development of community services, as well as the financing of the personal assistance service;
· The Secretariat for Inspection, Supervision and Communication of the Belgrade City Administration should:
· submit complete, precise, and concrete answers with documentation to the Protector of Citizens;
· determine the circumstances surrounding the absence of legally prescribed cooperation and take measures to prevent future violations of the obligation to cooperate;
· Elektrodistribucija Srbije should efficiently and promptly act upon citizens' submissions regarding the unsafety of electrical power facilities and ensure their continuous maintenance and protection measures.
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WORK ORGANIZATION AND STAFFING CAPACITIES
The work of the Protector of Citizens during the reporting period was organized within the Professional Service, through organizational units that perform tasks handling complaints and acting on its own initiative, monitoring the realization of human rights, preventive activities, drafting reports and analyses, as well as cooperating with public authorities, civil society organizations, and international organizations. The institution continued to perform tasks within special mandates, such as the National Preventive Mechanism against Torture, the Independent Mechanism for Monitoring the Implementation of the United Nations Convention on the Rights of Persons with Disabilities, and the National Rapporteur in the Field of Human Trafficking. 
The organization of work was adapted to the increased number of complaints and other addresses from citizens, as well as the broader spectrum of the institution's activities. During 2025, activities continued to strengthen the institution's staffing capacities, including holding competitions to fill certain positions within the organizational units of the Protector of Citizens' Secretatiat. 
Regarding staffing capacities, as of December 31, 2025, the Secretariat of the Protector of Citizens employed 67 civil servants and state employees, specifically: nine civil servants in the position of acting deputy protector of citizens, one civil servant in the position of Head of the Cabinet of the Protector of Citizens, 54 civil servants in executive positions, and three state employees. Of this number, three civil servants are employed on a fixed-term basis.
Tasks requiring higher education are performed by 57 employees, while 10 employees have secondary education. The Secretariat employs 54 women and 13 men. The stated number does not include the Protector of Citizens, Zoran Pašalić, MA.
Given that the mandates of two deputy protectors of citizens expired, while one deputy met the conditions for retirement, public competitions were announced at the end of 2024 and the beginning of 2025 for the election of deputy protectors of citizens in several areas of the institution's work. However, the competition procedures were suspended in July 2025.
Competitions for filling executive positions, announced at the end of 2024, concluded during 2025 by filling five positions with the title of senior advisor: two in the Department of the National Rapporteur in the Field of Human Trafficking, two in the Department of the Independent Mechanism for Monitoring the Implementation of the Convention on the Rights of Persons with Disabilities, and one in the Department for Legal and Personnel Affairs of the Sector for Legal, Personnel, and General Affairs. 
At the end of 2025, new competitions were announced to fill seven executive positions, two of which were successfully concluded by the end of the year. Two civil servants with the title of junior advisor started working on January 1, 2026. The continuation and conclusion of the procedures for filling the remaining positions are planned for the first quarter of 2026.

PROFESSIONAL DEVELOPMENT OF EMPLOYEES
During the reporting period, employees in the Secretariat of the Protector of Citizens participated in numerous professional development programs in the country and abroad, aimed at strengthening the professional capacities of the human rights protection institution and ensuring efficient action within its jurisdictions.
Special attention was devoted to training in the field of international human rights standards, including the MATRA program in the Netherlands, the protection of the rights of migrants and foreigners, the application of human rights standards in return operations, the work of the Subcommittee on Prevention of Torture, and the improvement of the NPM's work.
Employees also attended training in the areas of protection from discrimination, personal data protection, rights of national minorities, access to information of public importance, and ethics and integrity in the public sector, as well as programs aimed at improving institutional and management capacities, including drafting and analyzing regulations, EU law, public procurement, performance monitoring, and the development of mentoring and leadership skills. 
In addition, training was conducted in the areas of communication and work organization, as well as topics significant for the contemporary functioning of public administration, including artificial intelligence, the circular economy, and the accessibility of public facilities and services.

ACCESS TO CITIZENS
The Sector for the Reception of Citizens represents the first and most direct point of contact between citizens and the Protector of Citizens institution. Through oral, telephone, and written addresses, citizens present their complaints, doubts, and problems in realizing their rights, which forms an insight into the functioning of administrative bodies and the challenges they face in everyday life. Analyzing these addresses enables the recognition of recurring problems and the identification of broader systemic weaknesses in the work of individual authorities.

Scope and method of citizens' addresses
In this reporting period, 8,046 citizens addressed the Protector of Citizens. Of this number, 1,345 citizens were received for an interview, while 6,428 conversations were held with citizens over the phone. Of the phone conversations, 273 were conducted via the duty phone line, which is available to citizens every working day from 4:00 PM to 10:00 PM, on weekends, and on holidays.
The Sector for the Reception of Citizens received 1,796 complaints during the reporting period, and work was concluded on 1,779 complaints.
In addition to the employees in the Sector for the Reception of Citizens, the Protector of Citizens, Zoran Pašalić, MA, also held interviews with citizens, providing additional accessibility to the institution and direct contact with citizens.

Key findings
Citizens' addresses during the reporting period point to enduring challenges in the functioning of administrative bodies, especially at the local level. The largest number of complaints related to the failure of authorities to act within legal deadlines, the insufficient efficiency of inspection services, and the failure to promptly resolve issues of direct significance for citizens' everyday lives.
A significant number of citizens addressed the Protector of Citizens before utilizing all available legal remedies, which points to insufficient information about legal protection mechanisms, but also to the need to strengthen trust in the work of competent authorities. 
Direct contacts with citizens in local communities confirmed that issues of communal infrastructure, water supply, the availability of public services, and the work of inspection bodies remain problems with a direct impact on the population's quality of life.


Most frequent topics of addresses – an early indicator of systemic problems
The structure of received complaints shows that the largest number of addresses relates to the realization of economic and social rights, as well as the work of administrative bodies whose decisions directly affect citizens' everyday lives. 
The most frequent complaints were against the work of local self-government units and local public enterprises, especially in the area of communal services, maintenance of local infrastructure, and the actions of inspection bodies. The frequency of these addresses indicates that communal infrastructure issues remain one of the most sensitive segments of the relationship between citizens and local authorities.
A significant number of complaints related to the protection of property rights, especially in procedures before the Republic Geodetic Authority, as well as the work of public enforcement officers. In these cases, citizens pointed out the lengthiness of procedures, the failure to deliver decisions, and the consequences of initiating enforcement proceedings based on old claims, which indicates the sensitivity of citizens' financial stability issues. 
In addition, complaints also related to the work of police stations and police administrations, including allegations of exceeding authority, as well as the length of court proceedings and violations of the right to a fair trial. There were also frequent addresses regarding the functioning of the e-government system, as well as the work of telecommunications operators and other consumer protection issues. 
In the area of labor rights, complaints most frequently pointed to the non-payment of wages and contributions, illegal dismissals, and other violations of employment rights, confirming that labor-legal issues remain one of the dominant reasons for addressing the institution. 
There were also frequent addresses regarding the realization of rights before pension and disability insurance bodies, social work centers, and healthcare institutions, with citizens pointing to the "silence of the administration," the length of procedures, and dissatisfaction with the decisions made. Taken as a whole, the structure of citizens' addresses represents an early indicator of systemic weaknesses in the functioning of the administration and public services, especially in segments that directly reflect on economic security, property protection, and the availability of public services.

Characteristics of the addresses
An analysis of the received complaints and oral addresses shows that a significant number of citizens address the Protector of Citizens before using all available legal remedies before the competent administrative bodies. In these cases, the complaints were rejected, and the citizens were instructed to address the competent authorities first, with the advice that they could address the Protector of Citizens again if they did not receive a response within the legal deadline or were not satisfied with it. 
It was observed that the addresses are often motivated by the length of procedures, the failure of authorities to act within legal deadlines, the non-delivery of decisions, and insufficiently clear communication with the parties. Particularly in the area of labor rights, citizens often addressed the Protector of Citizens first, stating that they did not want to address other authorities to protect their rights, which indicates a high level of trust in the institution. 
In some cases, citizens also pointed out their difficult material situation, inability to hire a lawyer, and hampered access to free legal aid, which further influences their decision to directly address the Protector of Citizens.



Problems in realizing rights at the local level
During the reporting period, the largest number of complaints related to the work of the bodies of local self-government units and local public enterprises. Citizens pointed out the failure to resolve communal problems, the lack of maintenance of local roads, problems with water supply and waste disposal, as well as the failure of inspection bodies to act upon adopted decisions, particularly in the areas of building and communal inspections. 
It was observed that in certain local self-government units, there is a lack of consistent implementation of inspection decisions and efficient control of the application of regulations, which leads to prolonged issues of direct significance for citizens' everyday lives. There are also frequent addresses regarding the work of housing communities, with allegations that local self-governments do not react promptly to citizens' reports.
Complaints relating to the violation of regulations of local self-government units, particularly in the area of communal activities—including the maintenance of public areas, parking arrangements and billing, and the organization and conditions for using public transport—were forwarded without delay to local ombudsmen, where they are constituted. In communities where a local ombudsman has not been established, citizens were instructed to address the competent authorities of the local self-government unit first.
Addresses from citizens from the municipalities of Bujanovac, Preševo, and Medveđa particularly stood out, partly because citizens in these municipalities have the opportunity to address local offices of the Protector of Citizens. Besides problems with irregular water supply, reading water meters, and lump-sum billing, citizens pointed out the inefficient work of inspection bodies, difficulties accessing free legal aid, dissatisfaction with the organization of health centers' work, as well as employment rights violations. In these communities, other problems affecting the quality of life were also highlighted, including safety in settlements and the action of local services upon citizens' reports. 
During the reporting period, the Protector of Citizens continued visiting smaller towns and rural areas to increase the institution's accessibility and directly assess problems in the field. During visits to rural areas around Prokuplje, Čajetina, Lebane, Leskovac, and Temerin, the issue of unpaved and substandard village roads, as well as the insufficient availability of certain public services, was highlighted as one of the most pronounced problems.

COOPERATION WITH STATE AUTHORITIES AND CIVIL SOCIETY ORGANIZATIONS
In early June 2025, the National Assembly’s Committee on Human and Minority Rights and Gender Equality and the Committee on the Judiciary, Public Administration and Local Self-Government considered the regular annual reports of the Protector of Citizens for 2022, 2023, and 2024. They adopted a conclusion calling on the National Assembly and the Government to implement the recommendations from the reports to improve the work of administrative bodies and protect citizens' rights. The regular annual reports were subsequently discussed at the National Assembly session on June 16, 2025, during which the conclusion previously proposed by these committees was adopted.
The National Assembly responded positively to the Protector of Citizens' initiative that parliamentary committees designate contact persons for cooperation and communication with the Protector of Citizens. As a continuation of this initiative, the Protector of Citizens, Zoran Pašalić, MA, held meetings with the chairs of the Committee on Human and Minority Rights and Gender Equality, the Committee on Health and Family, the Committee on Education, Science, Technological Development and the Information Society, the Committee on Defense and Internal Affairs, the Committee on the Economy, Regional Development, Trade, Tourism and Energy, the Committee on Kosovo and Metohija, the Committee on European Integration, and the Foreign Affairs Committee. The purpose was to discuss relevant common topics within the jurisdiction of the committees and the Protector of Citizens and explore possibilities for further cooperation.
Following the agreements from the meetings, and aiming to realize the National Assembly's control role and the committees' jurisdictions, the Protector of Citizens initiated the practice of submitting to the mentioned committees quarterly reviews of the implementation status of general and individual recommendations for improving the realization of citizens' rights in areas within the committees' jurisdictions.
During the reporting period, cooperation between the Protector of Citizens and public authorities at the national, provincial, and local levels was intensified through activities aimed at improving the actions of administrative bodies and the realization of citizens' rights in procedures conducted before these bodies. Cooperation included information exchange, providing opinions, and participating in activities related to the preparation of strategic documents and human rights reports, as well as cooperation with other independent institutions.
To improve communication and ensure more efficient handling of complaints, public authorities at all levels responded positively to the Protector of Citizens' initiative to designate contact persons responsible for cooperation with the institution. Out of a total of 330 public authorities invited, 252 authorities (including 118 local self-government units) designated a contact person for communication with the Protector of Citizens.
In addition, a significant number of local self-government units took measures to better inform citizens about the competencies of the Protector of Citizens. For instance, 51 local self-government units placed banners with a link to the Protector of Citizens' internet presentation on their official websites, while 67 units placed posters with the institution's contact details on bulletin boards in public administration premises accessible to citizens.
To increase the institution's accessibility to citizens living in smaller towns and rural areas, the implementation of activities within the "Ombudsman Days" campaign continued. On that occasion, the Protector of Citizens, Zoran Pašalić, MA, with associates, visited several villages in the vicinity of Čajetina, Leskovac, and Lebane, where he spoke with residents about the problems they face in everyday life, primarily unpaved roads and the state of local infrastructure. Following the conversations with citizens, meetings were held with local government representatives, where the problems pointed out by citizens were presented and possibilities for their resolution were discussed.
The Protector of Citizens also visited the municipality of Temerin, where he discussed the long-standing problem of providing safe drinking water with representatives of the "Ecological Initiative Temerin" association and citizens. Subsequently, a meeting was held with the Mayor of Temerin to discuss the measures necessary to ensure a safe water supply for citizens and adequately inform the public about water quality.
Bearing in mind the increase in the number of complaints and other addresses from citizens in 2025, it can be concluded that activities aimed at strengthening cooperation with public authorities and increasing the institution's visibility have contributed to better informing citizens about the Protector of Citizens' jurisdictions and the possibilities for protecting their rights.
Improving cooperation with civil society organizations dealing with human rights protection, both at the national and local levels, was also one of the Protector of Citizens' priorities during this reporting period. Civil society organizations are recognized as an important source of information about the problems individual social groups face in realizing their rights, as well as potential ways to overcome them.
Cooperation with civil society organizations was realized through joint initiatives and projects aimed at improving human rights protection, participation in conferences, meetings, and training, as well as through regular exchange of information and experiences. Special attention was devoted to issues concerning the rights of particularly vulnerable social groups, such as the rights of intersex persons. During 2025, several meetings were held with the organization XY Spectrum aimed at improving the rights, well-being, and visibility of intersex persons in Serbia. The meetings gathered various actors who can contribute to raising public awareness of the existence of intersex persons and the challenges they face, including the risks of rights violations. Special attention was paid to the position of intersex children and the need to ensure their protection from the earliest age.
During the reporting period, the Protector of Citizens also established and formalized cooperation with certain civil society organizations dealing with the rights of persons with disabilities, which is discussed in more detail in the sectoral part of the report. 
To strengthen the participation of civil society organizations in the institution's work, the Council for the Rights of Persons with Disabilities was formed at the Protector of Citizens as a consultative body comprising representatives of organizations of persons with disabilities and other relevant civil society organizations.
Another example of successful cooperation is the international scientific conference marking the twentieth anniversary of the adoption of the Law on the Protector of Citizens, organized in cooperation with the University of Criminal Investigation and Police Studies and the Institute of Comparative Law under the title "The Protector of Citizens – The First 20 Years." The conference included representatives of the legislative, executive, and judicial branches, the academic community, civil society organizations, as well as representatives of several ombudsman institutions and national human rights institutions from abroad, including the ombudsmen of Bosnia and Herzegovina, Turkey, the Slovak Republic, the Lazio region in Italy, and Azerbaijan, as well as representatives of the national human rights institutions of Qatar and Uzbekistan.
During the conference, experiences in the development of the Protector of Citizens institution over the past two decades were discussed, as well as the ombudsman's role in modern democratic systems in supervising public administration, protecting and promoting human rights, and strengthening citizens' trust in institutions.

INTERNATIONAL COOPERATION
As early as 2010, the Protector of Citizens gained recognition as a national human rights institution with the highest "A" status, in accordance with the Paris Principles, which the Sub-Committee on Accreditation of the Global Alliance of National Human Rights Institutions (GANHRI) reaffirmed in October 2021.
During the reporting period, the Protector of Citizens continued active bilateral and multilateral cooperation with ombudsmen of other countries, national human rights institutions, as well as international and regional organizations dealing with human rights protection.

Activities of the Protector of Citizens, Zoran Pašalić, MSc.
The Protector of Citizens, Zoran Pašalić, MSc, participated in several international conferences, forums, and meetings dedicated to human rights protection and strengthening the role of ombudsman institutions during 2025.
In January 2025, he participated in a bilateral meeting in Rome with the ombudsman of the Lazio region, where he gave a presentation on the topic "The Silence of Public Administration: The Ombudsman as Support for Citizens." He also had a meeting with the National Coordination Body of Italian Ombudsmen, comprising the ombudsmen of Italy's 20 regions. 
Throughout the year, he participated in several international conferences and forums, including conferences in Tashkent, Baku, Doha, Nanjing, Brussels, and Rome, where he spoke about the role of ombudsmen and national human rights institutions in strengthening the rule of law, protecting human rights, and addressing the challenges posed by new technologies.
In October 2025, he participated in the IX International Scientific and Practical Conference "Problems of Human Rights Protection: Exchange of Best Ombudsman Practices," as well as the X meeting of the Eurasian Ombudsman Alliance in Moscow. 
In December 2025, he participated in an international summit of the Ombudsmen of Slovakia, the Czech Republic, Azerbaijan, Georgia, and Serbia in Bratislava, where he spoke about the application of the National Preventive Mechanism mandate in ombudsman institutions. 
During the reporting period, the Protector of Citizens also held several bilateral meetings with representatives of international organizations, including a meeting with representatives of the United States Office to Monitor and Combat Trafficking in Persons (TIP Office), where the findings and recommendations from the report of the National Rapporteur in the Field of Human Trafficking were presented. 
During the reporting period, the Protector of Citizens institution was visited by the Ombudsman of the Slovak Republic, Dr. Róbert Dobrovodský, and his associates. During the visit, working meetings were held to exchange experiences on ombudsman work, with special emphasis on implementing the mandate of the National Preventive Mechanism (NPM).

International reporting and cooperation with mechanisms
As a national human rights institution, the Protector of Citizens regularly participates in mechanisms of international reporting and cooperation with bodies of the Council of Europe and the United Nations.
In August 2025, the Protector of Citizens submitted to the United Nations Committee against Torture and Other Cruel, Inhuman or Degrading Treatment or Punishment responses to the List of Issues regarding the implementation of this Convention.
During the reporting period, the institution submitted several contributions to the Office of the United Nations High Commissioner for Human Rights (OHCHR) and United Nations special procedures, including responses to questionnaires relating to youth human rights education, the rights of persons with disabilities in transport and infrastructure, and the prevention of child marriages.
In addition, responses were submitted to the questionnaire of the UN Special Rapporteur on the sale, sexual exploitation and sexual abuse of children, as well as the UN Special Rapporteur on the rights of persons with disabilities. 
Within cooperation with the Council of Europe, the Protector of Citizens submitted comments on the Draft Fifth Opinion of the Advisory Committee on the Framework Convention for the Protection of National Minorities, as well as responses to the questionnaire of the Steering Committee for Human Rights (CDDH) on the implementation of the Committee of Ministers' recommendations relating to ombudsman institutions and national human rights institutions. 
The Protector of Citizens actively participated in the Republic of Serbia's EU accession process by participating in the work of the Subcommittee on Justice, Freedom and Security and the Stabilization and Association Committee, and by submitting contributions for the European Commission's Annual Report on Serbia and for reporting on the implementation of the Action Plan for Chapter 23

Participation of the Protector of Citizens' representatives in international activities
During the reporting period, employees of the Protector of Citizens' Professional Service participated in numerous international conferences, seminars, and training dedicated to various human rights topics, including the role of national human rights institutions in applying the EU Charter of Fundamental Rights, the implementation of recommendations of the Council of Europe's Committee of Ministers and other international standards, combating racism, the rights of national minorities, and the promotion of the rights of persons with disabilities.
Regarding the promotion of the rights of persons with disabilities, representatives of the Protector of Citizens, as the independent mechanism for monitoring the implementation of the Convention on the Rights of Persons with Disabilities, participated in several international trainings, seminars, and conferences during 2025. These included study visits to Sarajevo and Vienna and a regional conference of the Balkan Association of the Blind in Kragujevac, where they familiarized themselves and exchanged experiences and best practices in the areas of accessibility, inclusion, complaint handling methods, and the full implementation of the Convention on the Rights of Persons with Disabilities.
During 2025, employees of the Protector of Citizens' Professional Service also participated in international training, seminars, and conferences held in Serbia, dedicated to the rights of national minorities, such as conferences on minority protection in the EU accession process, anti-Gypsyism, and promoting the rights and empowering young Roma men and women in Serbia.
The Protector of Citizens also continued cooperation within several international networks and organizations, including GANHRI, ENNHRI, the International Ombudsman Institute (IOI), the European Ombudsman Institute (EOI), the European Network of Ombudsmen (ENO), the European Network of Ombudspersons for Children (ENOC), IPCAN, the Network of Environmental Ombudsmen, and the Eurasian Ombudsman Alliance. Representatives of the Protector of Citizens actively participated in the activities of ENNHRI working groups on economic and social rights, migration and asylum, implementation of the UN Convention on the Rights of Persons with Disabilities, etc., and attended working meetings and annual assemblies of these networks. 
During this reporting period as well, the Protector of Citizens provided contributions to the reports of international networks of which he is a member, including a response to the IOI questionnaire on the implementation of the Venice Principles, and a contribution to the 2025 ENNHRI report on the rule of law and human rights.

PROJECTS
The Protector of Citizens was one of the beneficiaries of the multi-year project Support for Strengthening the Rule of Law in the Republic of Serbia, funded by the European Union to support the implementation of the Action Plan for Chapter 23. The project was completed in 2025. The Central Project Management Agency of Lithuania, in cooperation with the National Ombudsman of the Netherlands, was responsible for implementing the component dedicated to strengthening the capacities of the Protector of Citizens. Between February and May 2025, several workshops were held for Protector of Citizens employees in cooperation with representatives of the Netherlands Ombudsman, as well as a workshop dedicated to strengthening the capacities of actors involved in the system of independent monitoring of the implementation of the United Nations Convention on the Rights of Persons with Disabilities. The final conference of the project was organized in May, gathering representatives of public authorities, local ombudsmen of cities where these institutions have been formed, and representatives of the ombudsmen of the Netherlands and Lithuania. 
The Protector of Citizens was also one of the beneficiaries of the joint Council of Europe and European Union project titled Horizontal Facility for the Western Balkans and Turkey, the third phase of which (2023–2026) supports reforms in human rights, rule of law, and democracy in line with European standards. During 2025, the Protector of Citizens' activities in combating human trafficking were supported, primarily the presentation of the II Report of the National Rapporteur in the Field of Human Trafficking for 2024. The report, published on World Day Against Trafficking in Persons, was presented at a conference held in Belgrade on September 30, 2025. It contains 30 recommendations aimed at improving institutional response, capacity building, intersectoral cooperation, and systemic victim support. 
Within the same project, a Special Report of the Protector of Citizens on the role of youth in environmental protection was drafted and presented at a gathering held on December 1, 2025. The Special Report is based on research conducted by CeSID in cooperation with the Protector of Citizens' Youth Advisory Panel on a sample of over 1,000 primary and secondary school students across Serbia. The report drafting was preceded by training for the Youth Advisory Panel to familiarize them with the topics of the planned research, as well as techniques of local advocacy. 
Finally, a gathering was organized to mark fifteen years of the Youth Advisory Panel's work. The ceremonial program gathered current and former Panel members and representatives of the institution and partner organizations that have supported youth work for many years. Panel discussions, experience exchange, and a review of the Panel's results over the past fifteen years were organized on that occasion, with a special focus on including youth in decision-making processes and raising awareness of human and children's rights.

THE PROTECTOR OF CITIZENS IN THE PUBLIC
During this reporting period as well, the media showed great interest in the Protector of Citizens' activities in promoting and protecting human rights. During 2025, electronic, print, and internet media published 2,361 reports on the work of the Protector of Citizens. 
Media reporting on the Protector of Citizens' activities contributes to citizens being better informed about the authority's jurisdictions, so they can recognize situations in everyday life where their rights have been violated and where they can turn to the Protector of Citizens for protection. 
During the reporting year, media attention was primarily captured by the Protector of Citizens' activities regarding the rights of the child, persons deprived of liberty, persons with disabilities, and the elderly, as well as the institution's activities as the National Rapporteur in the Field of Human Trafficking.
The largest number of reports was published in internet media (1,873), while electronic media (radio, television, news agencies) and print media published 470 articles, audio, and video clips. Eighteen posts mentioning the Protector of Citizens were recorded on social networks. 
According to the character of reporting, the largest number of media publications had a positive tone (1,205 publications), while 801 publications were neutral, i.e., informative, and 355 publications contained critical or alternative perspectives on the institution's work.
The Protector of Citizens' activities during the reporting year had the highest visibility in Belgrade-based media (1,986 publications), while local media across the Republic of Serbia published 363 reports on his work. Certain investigative procedures into the regularity and legality of competent authorities' work initiated by the Protector of Citizens also attracted the attention of regional media, which published 12 articles on the Protector of Citizens' work. 
Media in the Republic of Serbia regularly published press releases and conveyed statements by the Protector of Citizens, Zoran Pašalić, MA. They primarily reported on investigative procedures into the legality and regularity of competent authorities' work concerning the protection of the rights of particularly vulnerable social groups and the outcomes of these procedures.
Significant media attention was also drawn to the Protector of Citizens' activities in improving the legislative framework, including the drafting of the Draft Amendments to the Law on Public Peace and Order[footnoteRef:193] and the announcement of the preparation of a law that would regulate the use of mobile phones in primary and secondary schools, which will be submitted to the National Assembly of the Republic of Serbia in early 2026. [193:  Available at: http://www.nspm.rs/hronika/zastitnik-gradjana-izradio-nacrt-izmena-i-dopuna-zakona-o-javnom-redu-i-miru-uvodi-se-verbalni-delikt-za-vredjanje-na-drustvenim-mrezama-%E2%80%93-nepristojno-i-drsko-ponasanje-kojim-se-narusava-javni-red-i-mir.html] 

The media also reported on the presentation of the Second Report of the National Rapporteur in the Field of Human Trafficking[footnoteRef:194] as well as the Special Report on the role of youth in environmental protection[footnoteRef:195].  [194:  Available at: https://www.danas.rs/vesti/drustvo/americka-list-za-kontrolu-trgovine-ljudima/]  [195:  Available at: https://novimagazin.rs/vesti/363473-zastitnik-gradjana-1-decembra-predstavlja-izvestaj-o-mladima-u-zastiti-zivotne-sredine] 

Considerable media coverage was given to the international conference "The Protector of Citizens - The First 20 Years"[footnoteRef:196], organized to mark 20 years since the adoption of the Law on the Protector of Citizens.  [196:  Available at: https://www.euronews.rs/srbija/drustvo/196467/u-beogradu-konferencija-zastitnik-gradana-prvih-20-godina/vest] 


HUMAN RIGHTS IN THE MEDIA
Media reporting during the reporting period shows that human rights topics and the Protector of Citizens' work were significantly present in the public sphere. How the media report on certain events and the actions of public authorities plays an important role in informing citizens about their rights, but also in highlighting phenomena that could lead to human rights violations. During the reporting period, the media devoted special attention to issues of police action, the protection of social rights, and problems significant for local communities.
During 2025, the media paid special attention to police actions at student and citizen protests held across the Republic of Serbia, which began following the canopy collapse at the Novi Sad Railway Station in November 2024. In this context, reports included allegations regarding police officers' treatment of apprehended and detained persons. On that occasion, the Protector of Citizens, Zoran Pašalić, MA, visited detained persons at the District Prison in Novi Sad and the Special Prison Hospital in Belgrade and monitored the competent authorities' actions in those cases.
The media also reported on allegations of irregular action by police officers during certain public gatherings, including events in Valjevo during the summer of 2025. Following these allegations, the Protector of Citizens initiated an investigative procedure into the legality and regularity of the work of the Ministry of Internal Affairs, the Police Directorate, and the Valjevo Police Administration. 
The media further reported on allegations made by several students after being apprehended during protests in August 2025, which pertained to the actions of members of the Unit for the Protection of Certain Persons and Objects. According to these allegations, the students claimed that after being apprehended, they were subjected to mistreatment and threats in the garage premises of the Government of the Republic of Serbia building. The Ministry of Internal Affairs announced that there was no use of coercive means or illegal action in this case, while the Protector of Citizens, after reviewing the available video recordings of the event, stated that the recordings did not corroborate the allegations made.
Significant media attention was also sparked by events relating to the realization of social rights and the safety of social service users. Special coverage was given to the fire at the Home for the Elderly in Barajevo, in which 11 people died and seven were injured. Following the incident, the Protector of Citizens, Zoran Pašalić, MA, visited the site and requested from the Ministry of Labor, Employment, Veteran and Social Affairs[footnoteRef:197] data on the working conditions of the institution, the number of users, and the circumstances leading to the tragic event. [197:  Zaštitnik građana zatražio od ministarstva informacije o požaru u domu u Barajevu - Vesti iz Srbije, regiona i sveta - N1 info] 

During the reporting period, the media also showed significant interest in developments in the education sector, including the actions of the administration of the Fifth Grammar School in Belgrade, which generated considerable public attention. Consequently, the Protector of Citizens initiated an investigative procedure into the legality and regularity of the Ministry of Education's work.[footnoteRef:198] [198:  Покренут поступак оцене законитости рада Министарства просвете, због притужби на рад в.д. директорке Пете гимназије Данке Нешовић - Зелена учионица] 

The media also reported on problems significant for the quality of life of citizens at the local level, including issues of water supply and drinking water safety in certain communities. On this occasion, the Protector of Citizens, Zoran Pašalić, MA, spoke with the leadership of the Temerin municipality about measures to resolve these problems[footnoteRef:199]. [199:  https://www.dnevnik.rs/vojvodina/backa/ombudsman-zoran-pasalic-posetio-temerin-podaci-vodi-ranije-su-namerno-izvrtani-2025-11-22
] 

On the occasion of World Press Freedom Day, observed on May 3, the Protector of Citizens highlighted the importance of media freedoms and freedom of expression as a key indicator of the level of human rights respect in society. It was emphasized that journalists are increasingly exposed to verbal pressure, threats, and physical attacks, making it essential to provide efficient systemic mechanisms for their protection. The Protector of Citizens also recalled the previously initiated amendments to the Law on Public Peace and Order relating to penalizing insults and threats directed at journalists in the public sphere, as well as the activities within the Serbian Government's Working Group for the Security and Protection of Journalists.




KOSOVO AND METOHIJA
The Protector of Citizens is still unable to exercise his jurisdictions on the territory of the Autonomous Province of Kosovo and Metohija in the manner prescribed by the Constitution and law. 
Based on knowledge of individual cases indicating human rights violations of citizens of Serbian nationality in Kosovo and Metohija, the Protector of Citizens sent three letters during the reporting period to the addresses of 106 international ombudsman institutions and national human rights institutions, as well as relevant international organizations, highlighting specific cases that caused concern.
The letters highlighted allegations regarding threats to the rights of Serbian families in the town of Lešak near Leposavić, cases of detention and prevention of certain citizens from returning to the territory of Kosovo and Metohija, as well as the decision to detain Igor Popović, Assistant Director of the Office for Kosovo and Metohija. In these addresses, the Protector of Citizens called on international institutions to devote due attention to these cases within their jurisdictions and contribute to the protection of citizens' rights.























[bookmark: _Toc229649736][bookmark: _Hlk224280709]ANNEX I – LIST OF ADMINISTRATIVE BODIES AND LOCAL SELF-GOVERNMENT UNITS THAT SUBMITTED STATEMENTS ON COMPLIANCE WITH GENERAL RECOMMENDATIONS FROM 2024

State Administration Bodies
1. Ministry of Labor, Employment, Veteran and Social Affairs
2. Ministry of Internal Affairs
3. Ministry of Finance
4. Ministry of Health
5. Ministry of Environmental Protection
6. Ministry of Family Welfare and Demography
7. Ministry of Education
8. Ministry of Construction, Transport and Infrastructure
9. Ministry of Public Administration and Local Self-Government
10. Ministry for Human and Minority Rights and Social Dialogue
11. Ministry of Economy
12. Republic Institute for Social Protection
13. Directorate for the Execution of Criminal Sanctions
14. Tax Administration
15. Republic Health Insurance Fund

Organizations Entrusted with Public Powers
16. Medical Chamber of Serbia

Public Enterprises
17. Elektroprivreda Srbije (Electric Power Industry of Serbia)
18. Elektrodistribucija Srbije (Electricity Distribution of Serbia)

Local Self-Government Units
1. Belgrade
2. Aleksinac  	
3. Apatin
4. Babušnica
5. Bačka Palanka
6. Bački Petrovac
7. Bela Palanka
8. Blace
9. Bujanovac
10. Veliko Gradište
11. Vrbas
12. Irig
13. Kanjiža
14. Kladovo
15. Knjaževac
16. Kosjerić
17. Kruševac
18. Ljubovija
19. Nova Varoš
20. Novi Bečej
21. Novi Kneževac 
22. Novi Sad
23. Opovo
24. Pirot
25. Plandište
26. Ražanj
27. Svrljig
28. Senta
29. Sečanj
30. Smederevo
31. Sombor
32. Sremski Karlovci
33. Subotica
34. Surdulica
35. Topola
36. Ćićevac
37. Ćuprija
38. Ub 
39. Šabac
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By the Law on the Budget of the Republic of Serbia for 2025, the Protector of Citizens was allocated funds in the amount of 278,793,000 dinars. Following the implementation of financial measures by the Government of the Republic of Serbia, the budget amounted to 277,289,000 dinars. 
The Protector of Citizens incurred expenditures in the amount of 252,272,719 dinars (90.98%) of the available budget funds for 2025. 
In accordance with the financial plan, the activities of the Protector of Citizens were financed by budget funds.
Table 35 – Budget execution for 2025
	Position account
	Description 
	Approved
	Realized
	%

	411
	Salaries
	
	
	

	411111
	Salaries based on the labor price
	
	128.319.438,22
	64,23

	411112
	Allowance for work longer than full-time hours
	
	3.055.820,65
	1,53

	411113
	Allowance for work on state and religious holidays
	
	19.411,15
	0,01

	411115
	Allowance for time spent at work (past labor)
	
	10.313.048,16
	5,16

	411117
	Sick leave up to 30 days
	
	2.869.301,27
	1,44

	411118
	Wage compensation during absence from work - annual leave, paid leave
	
	28.759.915,45
	14,40

	411119
	Other allowances and compensations to employees
	
	8.146.295,52
	4,08

	Total 411
	
	199.790.000,00
	181.483.230,42
	90,84

	412
	Contributions
	 
	 
	 

	412111
	Contributions for Pension and Disability Insurance (PIO)
	 
	17.860.943,54
	59,68

	412211
	Contributions for health insurance
	 
	9.198.385,35
	30,73

	Total 412
	 
	29.930.000,00
	27.059.328,89
	90,41

	413
	Benefits in kind
	 
	 
	 

	413142
	Gifts for employees' children
	 
	399.840,00
	99,96

	Total 413
	 
	400.000,00
	399.840,00
	99,96

	414
	Social benefits to employees
	 
	 
	 

	414121
	Sick leave over 30 days
	 
	0,00
	0,00

	414311
	Severance pays upon retirement
	 
	588.199,11
	22,31

	414314
	Assistance in case of death of an employee or immediate family member
	 
	583.080,00
	22,12

	414411
	Assistance for medical treatment of an employee or immediate family member
	 
	335.521,00
	12,73

	414412
	Assistance in case of damage or destruction of property
	
	105.590,00
	4,01

	414419
	Other assistance to employed workers
	 
	100.738,00
	3,82

	Total 414
	 
	2.636.000,00
	1.713.128,11
	64,99

	415
	Compensations for employees
	 
	 
	 

	415112
	Compensation for commuting to and from work
	 
	1.511.131,60
	94,45

	Total 415
	 
	1.600.000,00
	1.511.131,60
	94,45

	416111
	Jubilee awards
	 
	1.134.022,80
	87,23

	Total 416
	 
	1.300.000,00
	1.134.022,80
	87,23

	421
	Fixed costs
	 
	 
	 

	421121
	Costs of banking services
	 
	27.498,59
	0,41

	421211
	Services for electricity
	 
	31.474,68
	0,47

	421225
	Central heating
	 
	134.773,76
	2,01

	421323
	Property protection services
	 
	1.708.784,64
	25,48

	421411
	Telephone, telex, and telefax
	 
	397.877,56
	5,93

	421412
	Internet and similar
	 
	140.759,01
	2,10

	421414
	Mobile phone services
	 
	1.864.248,74
	27,80

	421422
	Delivery services
	 
	1.305.960,00
	19,47

	421512
	Vehicle insurance
	 
	278.337,78
	4,15

	421513
	Equipment insurance
	 
	16.375,00
	0,24

	421521
	Insurance of employees against accidents at work
	 
	34.760,00
	0,52

	421522
	Health insurance
	 
	138.074,00
	2,06

	421523
	Liability insurance
	 
	56.944,00
	0,85

	Total 421
	 
	6.707.000,00
	6.135.867,76
	91,48

	422
	Travel expenses
	 
	 
	 

	422111
	Per diem costs on a business trip
	 
	187.000,00
	5,38

	422121
	Transport costs on a business trip in the country
	 
	141.940,76
	4,08

	422131
	Accommodation costs on a business trip
	 
	131.200,00
	3,78

	422199
	Other costs for business travel in the country
	 
	357.698,42
	10,29

	422211
	Per diem costs on a business trip abroad
	 
	327.949,50
	9,44

	422221
	Transport costs on a business trip abroad
	 
	435.893,98
	12,54

	422231
	Accommodation costs abroad
	
	1.051.977,79
	30,27

	422299
	Other costs for business travel abroad
	 
	530.908,07
	15,28

	Total 422
	 
	3.475.000,00
	3.164.568,52
	91,07

	422 NPM
	 
	 
	 
	 

	422111
	Per diem costs on a business trip
	 
	56.500,00
	5,35

	422131
	Accommodation costs on a business trip in the country
	 
	125.824,00
	11,07

	422199
	Other costs for business travel in the country
	 
	22.520,40
	2,13

	422211
	Per diem costs on a business trip abroad
	 
	30.871,89
	2,92

	422221
	Transport costs on a business trip abroad
	 
	75.231,45
	7,12

	422231
	Accommodation costs on a business trip abroad
	 
	323.520,00
	30,63

	422299
	Other costs for business travel abroad
	 
	102.729,78
	9,72

	Total 422 NPM
	 
	1.056.346,58
	737.197,52
	69,79

	Position account
	Description
	Approved
	Realized
	 

	423
	Contracted services
	 
	
	 

	423111
	Translation services
	 
	809.280,96
	5,42

	423212
	Software maintenance services
	 
	698.820,75
	4,68

	423221
	Computer maintenance services
	 
	336.240,00
	2,25

	423321
	Registration fees for seminars
	 
	101.388,00
	0,68

	423391
	Expenditures for professional exams
	
	14.440,00
	0,10

	423399
	Other expenditures for professional education
	 
	8.500,00
	0,06

	423413
	Publication printing services
	 
	333.250,00
	2,23

	423419
	Other printing services
	 
	769.188,00
	5,15

	423421
	Public information services
	 
	477.719,35
	3,20

	423432
	Publication of tenders and informative advertisements
	 
	388.803,00
	2,60

	423449
	Other media services
	 
	406.050,00
	2,72

	423599
	Other professional services (engagement of external associates, experts)
	 
	8.424.101,29
	56,38

	423621
	Catering services (organizing conferences, round tables, meetings)
	 
	847.401,59
	5,67

	423711
	Representation (organizing conferences, round tables, meetings)
	 
	218.976,42
	1,47

	423712
	Gifts
	 
	199.689,15
	1,34

	423911
	Other general services
	 
	307.338,00
	2,06

	Total 423
	 
	14.941.000,00
	14.341.186,51
	95,99

	423 NPM
	 
	 
	 
	 

	423111
	Translation services
	 
	49.500,00
	3,09

	423531
	Expert witness services
	 
	253.847,67
	15,87

	423599
	Other professional services
	 
	833.333,31
	52,08

	423621
	Catering services
	 
	77.770,00
	4,86

	423712
	Gifts
	 
	11.944,79
	0,75

	423911
	Other general services
	
	1.500,00
	0,09

	Total 423 NPM
	 
	1.600.000,00
	1.227.895,77
	76,74

	424
	Medical services
	
	
	

	424311
	Contracted healthcare
	
	509.700,00
	100

	Total 424
	
	509.700,00
	509.700,00
	100,00

	425
	Repairs and maintenance
	 
	 
	 

	425112
	Carpentry works
	
	253.584,00
	13,89

	425113
	Painting works
	
	1.079.732,15
	59,13

	425219
	Other repairs and maintenance of transport equipment
	
	141.900,00
	7,77

	425229
	Other repairs and maintenance of administrative equipment
	 
	226.200,00
	12,39

	Total 425
	 
	1.826.000,00
	1.701.416,15
	93,18

	426
	Materials
	 
	 
	 

	426111
	Office supplies
	 
	799.705,60
	12,98

	426191
	Other administrative materials
	 
	144.248,00
	2,34

	426311
	Professional literature for regular employee needs
	 
	278.168,00
	4,52

	426312
	Professional literature for employee education
	 
	587.884,00
	9,54

	426411
	Gasoline
	 
	1.800.000,00
	29,22

	426412
	Diesel fuel
	 
	1.630.000,00
	26,46

	426413
	Diesel fuel
	 
	55.680,00
	0,90

	426812
	Hygiene maintenance inventory
	 
	23.918,40
	0,39

	426911
	Consumables
	
	1.360,00
	0,02

	426912
	Spare parts
	 
	368.860,00
	5,99

	426919
	Other materials for special purposes
	 
	142.745,51
	2,32

	Total 426
	 
	6.160.000,00
	5.832.569,51
	94,68

	462
	Memberships to international organizations
	 
	 
	 

	462121
	Current memberships for international memberships
	 
	1.568.030,87
	99,94

	Total 462
	 
	1.569.000,00
	1.568.030,87
	99,94

	483
	Fines and penalties
	
	
	

	483111
	Fines and penalties by court decisions
	
	1.571.088,60
	

	Total 483
	 
	1.573.000,00
	1.571.088,60
	99,88

	485
	Compensation for injuries or damage caused by state bodies
	 
	 
	 

	485119
	Other damages
	 
	971.953,42
	100

	[bookmark: _Hlk222392084]Total 485
	 
	971.953,42
	971.953,42
	100,00

	512
	Machinery and equipment
	 
	 
	 

	512221
	Computer equipment
	 
	1.164.000,00
	100

	Total 512
	 
	1.164.000,00
	1.164.000,00
	100,00

	512 NPM
	
	
	
	

	512
	Machinery and equipment
	
	
	

	512211
	Furniture
	
	16.344,00
	20,43

	512241
	Electronic equipment
	
	30.219,00
	37,77

	Total 512 NPM
	
	80.000,00
	46.563,00
	58,20

	TOTAL
	 
	277.289.000,00
	252.272.719,45
	90,98
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