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[bookmark: _Toc279768643]Summary

1. This report presents the results of multiple individual studies that were conducted under the Justice Sector Support Project Evaluation in Croatia in 2016 together with the comparison of results of the initial study in 2010. The report brings the results of three separate surveys: survey of trust in the justice system among the general public, survey of satisfaction among three groups of users[footnoteRef:1] of courts which are covered by the Project[footnoteRef:2] and employee satisfaction survey in the judicial bodies covered by the Project[footnoteRef:3]. [1:  Natural persons, legal persons and lawyers and public notaries]  [2:  Municipal and County Court in Pula, Municipal Court in Split, Municipal Court in Karlovac and Municipal Court in Zadar, Municipal Court in Zagreb as a control location ]  [3:  Beside the above courts County and Municipal State Attorney's office in Pula, Karlovac and the Central Office of the State Attorney and Croatian State Attorney's Office for the Suppression of Organized Crime and Corruption (USKOK) were included] 

2. Public opinion survey among the citizens of Croatia shows that, even after 6 years and conducted reforms, more than half of citizens don’t trust the judicial bodies and justice system in Croatia. 39% of citizens of general population show trust  in State Attorney's Office work, while 38% trusts the work of Courts, putting them in the lower half of the list of trusting institutions (Figure 1). 

Figure 1. Trust in State institutions–2010-2016 comparison (mostly + absolutely trust%)
[image: ]
Approximately 57% of questioned sample have a negative opinion on the functioning of Courts (59%) and State Attorney's Office (54%), whereas 51% do not believe average citizen is likely to receive a fair trial as a party to a judicial proceeding. Comparing the results to the survey from 2010 it can be seen that a slight improvement has been made (+3%) in all mentioned dimensions, but it is not statistically relevant as well as the „climbing“ up the ladder depends more on huge decline of trust in NGOs than it depends on rise in trust in observed institutions.
Despite the mentioned positive change, the opinion of citizens of judicial system in Republic of Croatia became statistically worse compared to the survey in 2010 (62%) and more than two thirds of citizens (685) think negatively of the judicial system. Also, negative citizens' opinion is visible in general state of judicial system, its independence and professionalism, as well as length of court proceedings (Figure 2). Although it is a general opinion that the situation is stagnant in all mentioned dimensions, there is a significantly smaller number of participants that noticed changes for the better in the last few years, and it needs to be mentioned that only 1/6 of respondents think that the question of independence and professionalism has improved.
Figure 2. Perceptions of changes in judicial system – 2010-2016 comparison
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Negative opinion is reflected in the pattern of legal users of the court (managers). Still, a mild uptrend of positive attitude towards the functioning of the judicial system is visible, and in 2016, 33% of managers stated a positive opinion as opposed to only 25% of them in 2010. The share of those who have negative opinion is still much higher, with minimal changes (62% in 2010 to 60% in 2016). The phrase "minimum change" also describes their attitude towards the situation in the judiciary in the last few years, and (similar to 2010), half of the managers said that it is stagnating and when the changes are noticed, it negatively assessed and a significant increase is detected in respondents who consider that the general situation in the judiciary has deteriorated (from 11% to 21%), as well of those who say so for the independence and professionalism of the system (from 12% to 20%).
3. The greatest shortcomings of the justice system perceived are duration of procedures, frequent changes in laws and their vagueness. Almost identical percentage of respondents from the general population believes that the court proceedings last too long (74% in 2010 and 75% in 2016) and they find that it is, with the political influence on courts, the biggest problem of the judicial system. Although there are minor differences among the indicators in observed years, the attitude of general population towards either of them did not change significantly.
Professional users of the courts and their employees are much more critical in assessing the factors that impair the efficiency and integrity of the system and, in both populations, between 52% to 85% of respondents believe that any of the listed factors somewhat or significantly present a major obstacle. For professional users, as well as employees, frequent changes in laws and their vagueness are still the biggest problems, and there is no significant progress with those indicators.
Significant positive developments are evident, among professionals, in lower perception of poor organization of the courts and the greater perception of expertise and professionalism of judges and State Attorneys, while employees see only significant positive change in lower percentage of perception of court officials' incompetence.
On the other hand, significant negative changes in relation to 2016 are a bit more numerous. Professional users (lawyers) often cite unrealistic expectations of the parties, lack of professionalism and unethical behaviour of lawyers and notaries themselves  and inadequate equipment and IT equipment of the courts, while objections of employees, except for the bad equipment of the premises is mainly linked to the politicization of the courts and the police, and increased corruption in these institutions.
4. Perception of corruption among respondents from the general population has not changed compared to 2010 and it remains that about 50% of respondents believe that this is the biggest problem in the Croatian judiciary. The most frequently cited causes of highly perceived corruption are the possibility of political influence on the officials, long lasting proceedings or the way the media report of the work of the judiciary. Although the perception of corruption in the judiciary is still present with half of the citizens, only a small number of employees in the system (5%) say that they had experience with corruption in the last 12 months, and additional 9% had experience more than a year ago. Lawyers, acquaintances and relatives are the ones who most often try to influence the work of employees in the judiciary, most often referring to the collegiality and friendship.


5. Compared to 2010, when about 40% of cases took more than two years, 2016 does not bring significant improvements and, in three observed samples, 38% of disputes still take longer than two years. The only significant decrease in comparison to previous research shows a sample of legal persons as users of the courts where 36% of disputes last more than two years in 2016, compared with 2010, when 55% of them lasted more than two years.The very speed of the process has not changed significantly in 2016, 43% of respondents stated that six months or more passed between the initiation of proceedings and the first hearing. The time elapsed between the last two hearings, on average, was six and a  half months for natural persons and two and a half months for lawyers. There were no activities of the parties at that time in one third of the cases, but quarter of them included witness statements of the parties.
6. The level of general satisfaction with the court compared to 6 years ago is almost without change, and respondents, on average, evaluate the courts with neutral mark (3.4 in 2016 vs. 3.5 in 2010). Least satisfied respondents this year are those from the group of natural persons. Almost every average, except experience with court officials, is significantly lower compared to 2010, and in particular the evaluation of premises that show on average that they are generally not pleasant and beautiful. Poor assessment of rooms however is not related solely to a group of natural persons; each group of respondents is at least to some extent significantly less satisfied with the rooms, but usually their apperance and pleasentness, as it is evidenced by the average of all three groups, which was significantly lower for each indicator related to the evaluation of rooms. Worse assessment of premises in general are mainly due to very poor grades of MC in Split and MC in Karlovac.

Table 1. Overall satisfaction with the court, premises and employees in surveyed groups
	 
	The average of all three groups
	Managers
	Natural persons
	Lawyers and notaries

	
	2010
	2016
	2010
	2016
	2010
	2016
	2010
	2016

	Overall satisfaction with the court
	3,5
	3,4
	3,3
	3,4
	3,5
	3,2
	3,7
	3,7

	Overall satisfaction with the work of judges
	3,7
	3,8
	3,3
	3,7
	4,1
	3,8
	3,7
	4,0

	Overall satisfaction with the work of judicial clerks
	3,9
	4,1
	3,5
	4,0
	4,3
	4,2
	4,0
	4,2

	Arrangement and comfort of premises
	3,2
	2,5
	3,2
	2,7
	3,4
	2,4
	3,1
	2,4

	Adequately equipped rooms
	3,2
	2,5
	3,1
	2,7
	3,4
	2,4
	3,2
	2,4

	Marks and ease of reference in the building
	3,8
	3,1
	3,7
	3,5
	3,9
	2,9
	3,9
	2,9






7. Respondents were generally satisfied with the work of judges in their case. The greatest satisfaction (4.0) is expressed by professional court users, while legal entities (3.7) and natural persons (3.8) were somewhat more critical in their evaluations. All three groups appreciate decency and civility with judges the most (on average 76% of them consider that it describes their judges very well) and a clear and understandable expression (on average 72%), while natural and legal persons also value their compliance with procedures, and professionals highly value their expertise.
If we compare the ratings with those of 2010, differences in scores were significantly better / worse depending on the studied group. In this way, natural persons evaluated judges significantly worse by all criteria other than compliance with procedures and a clear and understandable expression, while the legal and professional persons were satisfied with the work of judges; first for the increased efficiency, and the latter due to significantly greater expertise and understanding of the life context of the cases.
8. Municipal and County Court in Pula is the only court which is better assessed for adequacy and pleasentness of premises in relation to 2010. Zadar Municipal Court is better evaluated compared to 6 years ago when assessing the judges and court officials, while satisfaction with court officials in MC in Pula is lower. MC in Karlovac has lower satisfaction with judges. Users of MC in Karlovac and Split are quite dissatisfied with inadequate equipment and disordered / unconfortable rooms.

Table 2. Satisfaction with courts, premises and judicial clerks in observed cities 
	 
	MC and CC PULA
	MC SPLIT
	MC KARLOVAC
	MC ZADAR

	
	2010
	2016
	2010
	2016
	2010
	2016
	2010
	2016

	Overall satisfaction with the court
	3,8
	3,8
	3,2
	3,3
	4,0
	3,1
	3,2
	3,8

	Overall satisfaction with the work of judges
	4,0
	3,9
	3,7
	3,8
	3,9
	3,7
	3,1
	3,9

	Overall satisfaction with the work of judicial clerks
	4,2
	4,0
	3,9
	4,1
	4,1
	4,3
	3,5
	4,1

	Arrangement and comfort of the rooms
	3,4
	4,0
	2,7
	1,8
	3,7
	2,2
	4,1
	3,5

	Adequately equipped rooms
	3,3
	4,0
	3,2
	1,8
	3,8
	2,5
	3,9
	3,4

	Marks and ease of reference in the building
	4,3
	4,1
	3,2
	2,5
	4,2
	2,6
	4,3
	3,9



9. After six years, interviewed employees are generally less satisfied with their workplace and all tested aspects. The greatest source of satisfaction continue to be relationships that are an important aspect of the working environment. Least satisfaction was noted for the system of promotion and remuneration and with salaries. Salary is also the most important aspect of job satisfaction. It is interesting that in comparison with 2010 the social significance of the position and reputation of the profession became less important aspects. The decline of enthusiasm in the workplace could be a result of saturation with job description (if the same employees kept the same job for 6 years) and the lack of change in the system. This conclusion is in line with the data that employees are less satisfied with interesting aspect of work. As in 2010, officials (judges and public State Attorneys with deputies) are on average more satisfied with the system of remuneration and promotion, as well as interesting aspect and social reputation of the officials' work.
10. Only a third of respondents rarely or never think about quitting. Taking into account that more than half of respondents cited the amount of wages as one of the three most important aspects of the job, it is not surprising that, compared with the results of 2010, there are significantly fewer respondents who never or rarely think about quitting and significantly more of those who think about it every day (one quarter of the respondents!). Approximately 40% of surveyed employees are thinking about changing jobs at least once a month which is a big increase compared to 2010 (24%). A change of jobs is most on minds of employees of MC in Pula and MC in Split. Officers consider changing more often than officials. Only a third of respondents think rarely or never of quitting. With the size of the workspace as a second least important characteristic of work, respondents most often cite the reputation of their profession in the society and the social importance of their work, which could indicate a weak identification with the job and by that a lack of intrinsic motivationas as well lack of extrinsic one (sufficient salary) could explain the general decline in job satisfaction.
11. Only legal persons and professional users are at least somewhat satisfied, where in the first group, 50%, and in another 54% of respondents believe that the Project mainly or entirely had a positive impact on the work of judicial bodies. The employees of the judicial bodies are least satisfied group with 73% of respondents believing that the Project failed, mostly because they feel overburdened because of the uneven distribution of work, but also because the shift is not visible, the process still takes too long, the savings are not realized, and changes are seen only as a formality. The long duration of the process and changes that are not visible are the most common reasons for dissatisfaction with the reform of all other groups, especially in the eyes of the general population who continue to cite speeding up procedures as a priority in the reform of the judiciary.
Much like 6 years ago, 65% of employees said that they get information about judicial reform through the media and through informal information from colleagues (52%). Thus, the employees of the judicial system don't have privileged and formal internal sources of information, but predominantly depend either on the general channels of communication as ordinary citizens or the unverified (and often unreliable) informal sources. Information through official channels is even less represented than 6 years ago which may be another reason for the weaker level of awareness. It does not necessarily mean that the information is not available but that, if they are available, they are currently less interesting.
While 6 years ago employees more often expected improvements than deterioration, now they believe that there will be no changes in terms of efficiency (50% in 2016 versus 31% in 2010). Improvements are now expected by 37% while more than 60% of employees had these expectations before. The share of employees who expect deterioration remained at the same level.
Dissatisfaction of employees could partly be the result of insufficient involvement in the introduction of the reform, where only 5% of respondents believe that they have been sufficiently involved; but also with the expectations from the reforms where 77% of employees believe that, after the reform they will have more work, and 56 of them % think that this excess of work will be in harder working conditions. Finally, employees were skeptical about the effectiveness with which the reform would result, and although only 7% of them believe that it will change for the worse, exactly half of them think that there will be no change.


1. Introduction and survey goals

The Republic of Croatia received a loan from the International Bank for Reconstruction and Development (IBRD hereafter World Bank) to finance the "Justice Sector Support Project" (hereafter Project). The main goal of the Project is further improvement of efficiency of the Croatian judicial system, with special emphasis on the consolidation of the court network in Split, Karlovac and Pula, while simultaneously modernizing the courts' IT systems and improving their case management procedures. 
The World Bank and the Ministry of Justice implemented a research during 2010 that was aimed at collecting baseline information to determine key experiential characteristics of court users of courts and State Attorneys' offices at the time. Information gathered during the research were aimed at supporting the government in its efforts of developing the modernization program that includes: improving the judiciary and prosecution service, changing attitudes of employees in the judicial system, developing action indicators for measuring the impact of the justice system and generally improving accountability and response of the justicial system.
In this study in 2016, the goal is to keep the methodology and indicators set out in the study in 2010 in order to maintain comparability.
As in 2010, the research focused on three target groups:
1. General population of citizens - the perception of the judicial system and the satisfaction with courts
2. Business sector - the satisfaction with courts
3. Professionals (lawyers / notaries) who use the system and employees in the judicial system - the satisfaction with the judicial system.
The survey of court customers’ satisfaction (natural persons, business sector, professionals) was conducted within the jurisdiction of the courts involved in the project (Municipal Court in Split, Municipal and County Court in Pula, the Municipal Court in Karlovac) and control locations (Municipal Court in Zadar and Zagreb). In 2010, there was only one control location (Zadar), this year when compared to all the selected courts in total, Zagreb was not included so it would not be a factor that could make a difference. Employee Satisfaction Survey covered judicial officials and officers in these courts, and in Municipal and County Attorney's Office in Pula, Municipal and County Attorney's Office in Karlovac and the Central Office of the State Attorney's Office and USKOK. The study of perception included citizens from all over Croatia, with particular emphasis on areas of jurisdiction of the courts involved in the Project.
This report presents a summary of the overall results of the investigation, a report is organized by theme, rather than individual target groups surveyed. Part of the report where with results of research is divided into five parts: trust in the judicial system of the Republic of Croatia, the perception of the critical points of the judicial system, the experiences with corruption offenses, satisfaction and customer experience and satisfaction of employees in the judicial system. As there were six years since initial research and Ministry of Justice was working on modernization of the system, this year the section on corruption and the perception of the Project for all target groups was added. Professionals also had questions about familiarity with and evaluation of e-File while employees of the courts had an additional section on the perception CTS system.
Each of these units presents results for all target groups of respondents who answered the questions related to a specific topic.
In reading this report and interpretation of the results presented, it is important to keep in mind (i) that the study of public opinion and perception of trust in the judicial system was conducted on a nationally representative sample, and (ii) most of the customer and employee satisfaction surveys were conducted on samples selected at areas of jurisdiction of courts and state attorney's bodies involved in the Project.

[bookmark: _Toc454887527]2. Survey methodology
[bookmark: _Toc279505919][bookmark: _Toc454887528]2.1. General public's perception of the judicial system
Public opinion about the justice system was carried out by the method of telephone interviews using a professional system for telephone surveys (CATI - Computer Assisted Telephone Interviewing). The survey was conducted between  22 March and 21 April 2016, from the Ipsos call center. As in 2010, the survey was conducted on a random, stratified, representative sample of Croatian citizens over 18 years of age, and an additional sub-sample of citizens from the area of ​​jurisdiction of the courts involved in the Project itself. There was total of 1912 surveyed  respondents, of which 602 in a sample of the general population, and another 1310 in the sub-sample of citizens from the area of ​​jurisdiction of the courts involved in the Project (about 300 per area, except for areas of MC in Zagreb where it covered 100 respondents). With jurisdiction of the Municipal Court in Split, Municipal Court in Karlovac and Municipal and County Court in Pula, the research included the area of ​​jurisdiction of the Municipal Court in Zadar, as a control area. Also, this year by request of the client, the area covered by the Municipal Court in Zagreb was included as a control area and 102 respondents were surveyed.
The general public sample was stratified by regions (6 traditional regions) and settlement size (4 categories). Subsamples related to the jurisdiction of particular courts were stratified by municipalities/towns belonging to the area of jurisdiction in 2010 so the results can be comparable.
Sampling error for the general public sample including all citizens of the Republic of Croatia over the age of 18 totals to +/- 3,8%, whereas the theoretical sampling error for the area of jurisdiction of particular courts is +/- 5,6% and +/-9,8% for the Municipal Court Zagreb area of jurisdiction.
Randomness of the general population sample is ensured through a random selection of households within stratum, the random selection of telephone numbers from a database of phone numbers of private households. The second step is to set a quota that is monitored by region, settlement size, age and gender. Quotas are set according to the 2011 census.
Any deviation of the sample structure of the population structure by key characteristics such as gender, age and level of education were subsequently corrected by weighting procedure.
The average interview lasted approximately 17 minutes, whereas the questionnaire consisted of two parts. The first part of the questionnaire was the same for all respondents and referred primarily to the perception of trust in judicial system, whereas the second part referred to personal experiences with specific courts, questions primarily answered by respondents from areas of jurisdiction of selected courts.
As requested by Client, questions about corruption in the judicial system and familiarity with the project of reorganization of the judicial system were added this year.
[bookmark: _Toc279505920][bookmark: _Toc454887529]2.2. User satisfaction survey

The user satisfaction survey included three relatively different groups of users: natural persons, managers and professional users of the judicial system (lawyers and notaries). The survey included only the users of courts included in the Project (and users of the court used in the control survey – The Municipal Courts in Zadar and Zagreb) i.e. those companies with headquarters in the areas of jurisdiction of courts included in the Project, as well as attorneys and notaries with offices in the areas of jurisdiction of those courts. Here is a detailed description of survey methodology for each group of users.

[bookmark: _Toc279505921][bookmark: _Toc454887530]2.2.1. Natural persons
Court user satisfaction survey of natural persons was conducted by means of exit polls. The survey included natural persons, regardless of whether they are parties or witnesses in court. In the realized sample, approximately 1/3 of respondents were witnesses. Court users were recruited upon exiting the court after finishing whatever business they had there. Users who agreed to participate in the survey were interviewed by Ipsos agency surveyors, or in some extreme cases were asked to fill out the questionnaire after being instructed by a surveyor (in situations when more persons were willing to participate in the survey). The respondents inserted completed questionnaires into a sealed box in order to maintain a complete sense of anonymity i.e. confidentiality of their responses. 
Due to the realized sample in 2010 (N=291), Ipsos proposed sample size of 500 respondents. In tender call we had a time limit of 8 weeks, and the proposed sample size was sufficient to be realized on one hand, and compared with data from 2010 on the other. Meanwhile, the client presented a request for interviewing the MC in Zagreb, so we started making the sample as follows: as MC Zagreb is the court with the most pending cases (compared to other MCs surveyed) but was not included in the initial study in 2010 we decided to interview 100 court users. The rest of the sample of 400 respondents, was distributed by the requested courts, depending on how many unresolved cases each court had to the date of commencement of the study in 2016 (Table 3).
Surveyors were instructed to recruit all court users leaving court buildings. Therefore, the sampling process was not conducted by means of random selection method, but rather all users interviewed in courts at a particular period were recruited to participate in the survey between April 5th  and May 2nd  .
As part of the reorganization, MC Split offices in Solin, Kaštela and Omiš closed as well as MC Karlovac offices in Vojnići, Ozalj and Slunj this year, so the survey was conducted only on MC Split and MC Karlovac.

Table 3. Sample schedule of natural persons in observed years and cities 
	
	Natural persons – users of Courts 
	Realised 2010.
	Realised 2016.

	
	
	N
	%
	N
	%

	Courts
	Total
	291
	100%
	496
	100%

	
	Municipal Court in Pula
	49
	17%
	45
	9%

	
	Municipal Court in Split
	135
	46%
	220
	44%

	
	Municipal Court in Karlovac
	67
	23%
	47
	9%

	
	Municipal Court in Zadar
	40
	14%
	84
	17%

	
	Municipal Court in Zagreb
	
	
	100
	20%



The period of four weeks represents only a small portion of the total working year of a court, so it is possible that selected period does not fully represent the entire year due to the types of cases and processes, and also with regard to the characteristics of the users of the courts. But given that we do not have the overview of the structure of the cases on year level and in the period of the survey, it is not possible to verify the existence of such bias. However, there are no obvious reasons to expect significant bias of the sample because of the selection of the period in which the survey is conducted. Another possible source of bias of the sample is refusal to participate in the study. There was a total rejection rate in the courts (natural persons, managers and professional users) of about 55%. Recorded rejection rate can be considered relatively high, and in this sense, may imply a certain bias of the sample.
The questionnaire consisted of 30 closed mostly thematic issues and four socio-demographic questions. Time required for completing the questionnaire was about 15 minutes. Most of the questions related to the user experience in a particular case, for the case for which the respondents came to court. If they came to court for a number of different cases (with natural persons, however that was an exception), then more important cases for them personally were taken into consideration. Compared to 2010, Section on corruption in the judicial system and familiarity with the project of reorganization of the judicial system was added.
[bookmark: _Toc279505922][bookmark: _Toc454887531]
2.2.2. Managers in the business sector
As in 2010, a total of 149 companies that had experience with municipal and county courts or associated commercial court were surveyed to evaluate the work of the courts so we have set a target sample of 160 companies in 2016, in order to maintain comparability and realized sample at a time. For jurisdiction of MC Zagreb we set the size of the 30 companies. For the other 130 companies, set quotas were in line with number of unresolved cases at each of the requested courts (same as for the target groups of natural persons court users). Finally, a total of 179 companies were surveyed, 81 of which had experience with some of the requested municipal courts (Table 4).

Table 4. Schedule of legal persons sample who have had experience with some of the required municipal courts by the observed years
	
	Legal persons – Users of the court
	Realised 2010.
	Realised 2016.

	
	
	N
	%
	N
	%

	Courts
	Total
	116
	100%
	81
	100%

	
	Municipal Court in Pula
	14
	12%
	8
	10%

	
	County Court in Pula
	5
	4%
	0
	0%

	
	Municipal Court in Split
	48
	41%
	21
	26%

	
	Municipal Court in Karlovac
	22
	19%
	8
	10%

	
	Municipal Court in Zadar
	27
	23%
	10
	12%

	
	Municipal Civil Court in Zagreb
	 
	 
	34
	42%



As in 2010, the survey of satisfaction and experience of the business sector was carried out by a combination of different methods of data collection. Managers that were found in the surveyed courts were interviewed face to face in courts. As this number was not sufficient (face to face, we interviewed 55 companies in front of courts) 500 to 1000 largest companies were selected by each area of jurisdiction of the requested courts and they were contacted by telephone if they had experience with some of the surveyed courts in the last three years. We found 100 such companies this way. The remaining 24 companies were contacted by phone from the database that we received from the Client, containing contact details of companies that were in one of the commercial courts that cover the areas of jurisdiction of municipal courts included in this study in the past three years.
In the company, respondent was a manager who is best informed about the litigation and experience with the courts, and it is most often the company director / CEO (45% of respondents) or head of the legal service (38%) or a board member (8%) or some other position (9%).
The survey was conducted in the period from 5 April to 28 April. Realized sample size does not allow a detailed comparison between the courts, but is possible to obtain the basic picture of the experiences and satisfaction of the business sector on the total sample of common areas of jurisdiction of all courts covered by this project and a comparison with the results from 2010. Questionnaire for managers from the business sector consisted of 39 thematic and six demographic issues. About half of the questionnaire referred to the experience and satisfaction with municipal courts in specific cases, while the remaining half was related to experience with commercial courts (with which the business sector has much more experience) and the general perception of the judicial system. As with the other target groups, section on corruption in the justice system and the perception of the project of reorganization of the judiciary was added. The time required for completing the questionnaire was about 15 minutes. The questions that referred to the specific case were about the most important and most valuable case which company that manager represents had before the court, if there are more cases at the same time.
[bookmark: _Toc279505923][bookmark: _Toc454887532]
[bookmark: _Toc273709401]2.2.3. Professional users
As with the other target groups covered in the survey, the sample size with professional users was determined by previous realisation of the same in the 2010. It was planned to question 150 professional users and 155 were realized (of which 154 lawyers and one notary). For Zagreb, which was not included in 2010, we included 30 professional users for this study (the number necessary for independent statistical inference). The other 134 professional users are allocated by reqested courts based on the number of pending cases in 2016 (up to the date of research deployment).

Table 5. Sample schedule of professional users by observed years and cities
	
	Professional users
	Realised 2010.
	Realised 2016.

	Courts
	N
	140
	155

	
	Municipal Court in Pula
	47
	14

	
	Municipal Court in Split
	60
	68

	
	Municipal Court in Karlovac
	19
	14

	
	Municipal Court in Zadar
	14
	28

	
	Municipal Civil Court in Zagreb
	n/a
	31



The survey was conducted in the period from April 5th to May 2nd .
Professionals who were found in the courts at the time of the research were able to participate in research in that way. As the response of professional users and lawyers was satisfactory (all were realized in the courts), what was left were notaries. In the areas of jurisdiction of the courts involved in the project there are about 134 notary offices in total (74 of those in Zagreb). All were contacted, but only one notary was realized. In 2010, we realized the total of 5 so their number when it comes to professional users is negligible and can be seen as a sample of lawyers.
Realized sample enables relatively reliable data on the whole sample, but the possibility of making unambiguous conclusions about the differences among the courts is reduced.
Questionnaire for professional users contained about 38 thematic and six demographic questions. The time required for completing the questionnaire was about 15 minutes. Since professional users have large number of cases before courts at the same time, they were asked to choose the most valuable and most important case which is currently pending before the court that they will take into account when giving answers. In addition to questions about the case in question, they were asked about the satisfaction with the judges, judicial officers and other features of the court, and the perception of the judiciary in Croatia in general. Additionally, they were asked for their opinions on corruption and the perception of the project of the reorganization as well as familiarity with and evaluation of e-File.
[bookmark: _Toc279505924][bookmark: _Toc454887533]
2.3. Employees' satisfaction with the judicial system
Employee Satisfaction Survey in selected judicial bodies was conducted by questionnaire for individual completion, in order to provide a greater sense of anonymity and confidentiality with respondents, which is a common method of survey research of employee satisfaction. All judicial officers and judicial officials in the bodies that were surveyed (MC in Pula, Pula County Court, Municipality Attorney's Office in Pula, County Attorney's Office in Pula, MC in Split, MC in Karlovac, Municipality Attorney's Office in Karlovac, County Attorney's Office in Karlovac, MC in Zadar,MC in Zagreb and the Central Office of the State Attorney and the USKOK) got a questionnaire and cover letter on their desks explaining the research objectives and instructions on filling out the questionnaire. The respondents were asked to complete the questionnaire in paper form or electronically via web.
Each questionnaire had a unique number printed on it, which was also used as input password to access the questionnaire via web. It was prevented this way to participate twice in the survey of the same person, but given that the questionnaires were distributed to employees randomly, anonymity of respondents was not violated.
Respondents who opted to complete the questionnaire in paper form had the opportunity to put the completed questionnaire in a sealed box which was located near the exit from the building in which the body was located (in most cases, next to boxes was an Ipsos Associate on duty since survey of customer satisfaction was conducted in the same facilities).




















Table 6. Sample schedule of judicial officials and officers by observed years and bodies
	
	
	Realised 2010.
	Realised 2016.

	
	
	N
	%
	N
	%

	Courts
	Total
	369
	100%
	622
	100%

	
	Municipal Court in Pula
	29
	8%
	37
	6%

	
	County Court in Pula
	38
	10%
	33
	5%

	
	Municipal Court in Split
	112
	30%
	127
	20%

	
	Municipal Court in Karlovac
	43
	12%
	28
	5%

	
	Municipal Court in Zadar
	40
	11%
	47
	8%

	
	Municipal Attorney's office in Pula
	4
	1%
	12
	2%

	
	County Attorney's office in Pula
	14
	4%
	32
	5%

	
	County Attorney's office in Karlovac
	6
	2%
	12
	2%

	
	Municipal Attorney's office in Karlovac
	17
	5%
	30
	5%

	
	State Attorney's office of Republic of Croatia in Zagreb
	34
	9%
	31
	5%

	
	Office for the Suppression of Corruption and Organized Crime (USKOK)
	32
	9%
	50
	8%

	
	Municipal Court in Zagreb
	
	
	183
	29%



About 622 employees responded to survey, which is a response of 43% (similar to 2010, where the turnout was about 40%). Given that it was emphasized to all employees in the invitation letter that participation in the survey is voluntary, realized participation rate can be considered satisfactory. However, it should be noted that the willingness of employees to participate in the survey varied considerably among judicial authorities. Just as in 2010, the lowest recorded participation was in the Municipal courts in Pula (28%) and Zadar (32%), and highest in the Anti-Corruption Office (91%) , Municipal Attorney's Office in Karlovac (over 94%) and the County Attorney's Office in Karlovac (86% ). Realized sample size allows reliable data analysis for the whole sample, as well as comparisons between different bodies, except certain bodies that have relatively small number of employees (such as County Attorney's Office in Pula and County Attorney's Office in Karlovac).
Questionnaire for satisfaction and attitudes of employees in selected judicial bodies consisted of three main parts. The first part of the questionnaire consisted of questions related to the workload of employees and the course of litigation, the second part of the questionnaire consisted of a classical instrument for measuring employee satisfaction, and the third part of the issues related to the general state of the judicial system and judicial reform, and the use of e-File and CTS system.



[bookmark: _Toc279505925][bookmark: _Toc454887534]3. Survey results
[bookmark: _Toc454887535]3.1. Trust in the judicial system in the Republic of Croatia
[bookmark: _Toc454887536]3.1.1. General public - citizens of the Republic of Croatia

Public trust in the judicial system in Croatia is relatively low. More than half of the citizens do not have confidence in the courts and the state prosecution, i.e. do not believe that these institutions of the justice system do their job in accordance with the law and their social role while there is less than two-fifths of those who expressed trust in the system (where only 5% of them fully believe these institutions). Distribution of responses (Figure 3) shows that the citizens have equal level of (dis)trust in the courts and the state prosecution. In order to enable comparison of trust in the judicial authorities, we tested aconfidence in the different bodies or departments of state government where citizens have more frequent contacts and experience, in addition to these two institutions of the judicial system. At the top of the list of trust is Croatian army and home offices with over 80% of citizens who expressed their trust (and about 10% of people who do not trust them). This is followed by the police with more than 70% and customs for which 60% of citizens believe that they work in compliance with the law and its role in society. They are followed by tax authorities which have the trust of half of citizens and 44% distrust them. Judicial bodies i.e. courts and state prosecution, lead the bottom half of the rankings of trust. At the bottom there is a government that almost 70% of the population does not trust while the last but one place is shared by non-governmental organizations and services for building permits with 55% of citizens who express distrust.

Figure 3. For each institution indicate whether you do not trust them at all, mostly do not trust them, mostly trust them or completely trust them– general public
[image: ]
[bookmark: _Toc454882021][bookmark: _Toc454887538]These indicators of trust in the institutions of the judicial system measured in parallel with trust in other bodies and departments of state government, where citizens are  often in contact point to the reality of the problem of trust in the judicial system. Same level of trust in the Tax Administration and Customs is indicative, whose business is directly tied to finances and thus more exposed to possible criminal and corrupt practices. Both institutions are in front of the State Attorney's Office and the courts on the scale of trust where the trust in the Tax Administration is by 10 percentage points higher, and trust in the Customs by 20 percentage points higher than the trust that citizens have in the judicial bodies.
Compared with the results of the initial study conducted in 2010, evaluated places of the institutions on the scale of trust have not significantly changed. There was a decrease of trust in non-governmental organizations, a substantial one, that brought them from the upper half of the scale of trust to the penultimate place. All other institutions showed an increase of trust speaking in absolute terms, i.e., percentage of citizens who expressed their trust, but their relative position in the ranking of trust (excluding the non-governmental organizations) remained unchanged. Data collected in this study are not sufficient to explain this fall of trust in non-governmental organizations. It is clear, however, that names of all other evaluated bodies and services are relating to specific institutions while in the case of non-governmental organizations it is a group name for numerous and diverse organizations with different fields of action.
This diversity covered by the concept of non-governmental organizations probably encouraged the association to those non-governmental organizations to which the respondents have a more negative attitude than it was the case in the initial 2010 survey. Did citizens in the assessment of non-governmental organizations have in mind some specific non-governmental organizations and whether they had positive or negative attitudes we have not questioned in this study so stated explanation of descreased trust in non-governmental organizations remains at the level of assumptions that can not be verified. Lower levels of trust in the State Attorney's Office and courts than the trust that citizens have in comparable institutions and unchanged relative position of judicial institutions in the rankings of trust in relation to the initial survey in 2010 indicate that the problem of low levels of trust by general public in the judicial system is still present.
Figure 4. For each institution indicate whether you do not trust them at all, mostly do not trust them, mostly trust them or completely trust them– general public sample (percentage of respondents that mostly or completely trust)
[image: ]
The low level of trust is linked to the negative general impression of the functioning of the judicial system in the Republic of Croatia that is expressed by most of the citizens, i.e. 68% of them while less than a third had a positive impression. Compared to the results of the initial research in 2010 that is an increase in the proportion of citizens with a negative impression of 6 percentage points. Another indicator of the low level of trust in the judicial system is half of citizens who consider that the average citizen can not expect a fair trial if for some reason they are a party in court proceedings versus 46% of those who still expect a fair trial. Compared to the initial survey 2010 it is still a shift (of 3 percentage points) in the direction of positive expectations. Considering that less than a third of citizens have a generally positive impression of the judiciary, for a little more than a third to express trust in judicial institutions and just over two-fifths to expect a fair trial it can be said that there is still a sense of legal uncertainty with most of the citizens.
[bookmark: _Toc454882025][bookmark: _Toc454887541]It can be assumed that the general impression and expectations of the institutions of the judicial system are a result of recent personal experiences of citizens with these institutions. The research results show that people who had experience with the courts as a party to the proceedings in the last two years have more negative impression of the judicial system and the lower level of expectations of a fair trial than people without such direct experience. It can be that these lower levels of trust in the judicial system are result of negative experiences, especially dissatisfaction with court decisions which would mean that in these cases the attitude is based on self-interest. But given that we have not questioned whether the judgments and decisions of the court were in their favor, and how citizens are satisfied with them, impact of the general level of dissatisfaction with services, conduct with users and the overall conditions in which the courts operate cannot be excluded for the established lower level of trust in the institutions of the judicial system for those citizens who have had recent experience with these institutions as parties to the proceedings.
It should be noted that, regardless of whether and to what extent those factors of dissatisfaction were at work among citizens who have had experience with the justice system, the overall results with the general population of citizens show that low levels of trust in the judicial system were predominantly influenced by the response of those citizens who had no recent experience for the simple reason that here was significanly more of them in the sample (85%). This means that the low level of trust in the judicial system stems primarily from the general attitude of citizens towards the institutions of the judicial system (and only to a small extent from the possible dissatisfaction of citizens who have recently had direct experience with the justice system).
Figure 5. What is your general opinion on the functioning of judicial system in Croatia in the last few years? – experience with courts
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Figure 6. What is your general opinion on the functioning of judicial system in Croatia in the last few years? – General population
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Figure 7. In your opinion, how likely is it for average citizen to have a fair trial if for some reason a party in court proceedings? – experience with courts
[image: ]
Figure 8. In your opinion, how likely is it for average citizen to have a fair trial if for some reason a party in court proceedings?- General population
[image: ]
When we compare the indicators of trust in the judicial bodies with regard to socio-demographic characteristics there is no difference between males and females in the perception of the judicial system. The level of trust in the courts and state attorney's office, the general impression of the functioning of the judiciary and the expectation of a fair trial, are on average, equal in both sexes. Respondents in the youngest age group (under 30) have a somewhat higher level of trust both in courts and the State Attorney's Office compared to the older age group and this difference is statistically significant. General impression of the functioning of the judiciary and the expectation of a fair trial do not differ by age group. Regarding the level of education, respondents with the lowest level of education have less trust in the courts and the state prosecution than those with secondary or higher education while with the general impression and the expectation of a fair trial there is no difference between respondents with different levels of education.
[bookmark: _Toc454882032][bookmark: _Toc454887548]Socio-economic status of respondents, measured by total monthly household income, showed no statistically significant difference in trust in judicial institutions nor the general impression of the functioning of the judiciary as well as in anticipation of a fair trial but there is a tendency of higher levels of trust in the judicial system with respondents with the highest monthly household income. This tendency, as well as lower established level of trust in the judicial system with subjects with the lowest level of education leads to a lower level of trust in the judicial system in lower social classes in relation to the upper social strata. In addition to a lower degree of knowledge and information on the functioning of the judicial system in respondents from lower social classes, the differences in financial capacities necessary to pay adequate legal aid could affect to this difference where the availability of a fair trial for citizens from lower social classes becomes questionable (i.e. puts them at a disadvantage compared to the citizens from the higher social classes, despite the general declared equality of all citizens before the court).
In order to implement most of the activities under the Project of support to the judicial system individual courts were selected (i.e. County Court in Pula, MC in Pula, MC in Karlovac, MC in Split or as comparable control location MC in Zadar, and in 2016 also MC in Zagreb ) so the attitudes of citizens in the field of jurisdiction of these courts are of importance for the evaluation of the success of the project. Results of repeated surveys in 2016 indicate the existence of some differences in the attitudes of citizens towards the justice system with regard to the jurisdiction of individual courts. However, these differences are less pronounced than it was the case in the initial study carried out in 2010.
Citizens from the area of jurisdiction of the municipal courts in Split and Zadar have a lower level of trust in a lawful and professional work of the courts than citizens from the area of the municipal court in Pula but there is no difference in trust expressed for the work of the state prosecution. In the initial survey of 2010 people from the area of jurisdiction of the Municipal courts in Split and Zadar expressed a lower level of trust with work of the courts and the work of the prosecution, and not only in relation to the citizens from the area of jurisdiction of the municipal court in Pula but in two other courts (i.e. the County Court in Pula and MC in Karlovac).
These results could be interpreted as a kind of progress but only partly considering that the level of trust in those other courts were not particularly high in the follow up study. Furthermore, distribution of the general assessment of functioning of the judicial system shows a higher proportion of people from jurisdiction of MC in Split that grade the situation in the judicial system negatively compared to jurisdictions of other courts (but significant just  related to MC in Pula). There are no significant differences in the estimates of the likelihood of a fair trial for the average citizen provided by citizens from jurisdction of various courts, but even here ratio of citizens who expect a fair trial is smallest for MC in Split and MC in Zadar.
[bookmark: _Toc454882033][bookmark: _Toc454887549]Since unequivocal pattern is not established for regional differences in trust in judicial system, the general assessment of the functioning of the judiciary and in anticipation of a fair trial, (i.e. it is not established that citizens from Dalmatia, a region where MC in Split and MC in Zadar are, give the lowest ratings to justice system on given measures), the observed differences between the areas of jurisdiction of selected courts cannot be argued to be only a reflection of the general regional differences but, at least partially, various experiences with the courts in jurisdiction.
In the follow up study in 2016 survey was conducted in the area of the Municipal Civil Court in Zagreb as well as additional control location. Given the trust in judicial institutions, responses from citizens in areas of jurisdiction of MC in Zagreb do not differ significantly from other courts, but it is noticeable that the trust level is lower than in County Court in Pula, the MC in Pula and MC in Karlovac. The level of trust in the courts is closer to those for MC in Split and MC in Zadar and the level of trust in the State Attorney's Office is equal to the level of MC in Split but lower than the one for the MC in Zadar.
[bookmark: _Toc454882034][bookmark: _Toc454887550]General assessment of the functioning of the judicial system given by citizens in the area of jurisdiction of MC in Zagreb is significantly lower than rating of citizens from all other areas of jurisdiction of the courts. Citizens from the area of jurisdiction of the MC in Zagreb do not differ significantly from the citizens in jurisdiction of other courts on expectation of a fair trial or they expect it to a lesser extent than those from the area of jurisdiction of the County Court in Pula, the MC in Pula and MC in Karlovac and the responses are similar to the citizens from the area of jurisdiction of MC in Split and MC in Zadar. These responses of citizens in the area of jurisdiction of MC in Zagreb comply with the respondents' answers of general population of the Zagreb region that coincides with that area jurisdiction to a large extent. Therefore, we can assume that the indicators of attitudes toward justice from citizens from the area of jurisdiction of the MC in Zagreb reflect local public opinion which does not exclude the possible influence of personal experience with the court on the formation of such attitudes.
By comparing the distribution of the results for the jurisdictions of individual courts between the initial research in 2010 and repeated research in 2016 there are no significant differences. As for the trust in the institutions of the judicial system for County Court in Pula and MC in Karlovac, level of trust in both courts and the prosecution have proved to be lower in 2016. Furthermore, in the follow up study in 2016 compared to 2010 initial research  determined lower overall assessment of the functioning of justiciary for the jurisdiction of the County Court in Pula and MC in Karlovac, and for these two courts, a reduced level of expectations of a fair trial for the average citizen have also been reported in 2016. These differences partly result from the fact that indicators of trust in the institutions of the judicial system, the overall assessment of the functioning of the judiciary and the expectation of a fair trial in the initial study of 2010 were better in areas of jurisdiction of these two courts better compared to other courts while in the follow up study 2016, results on these indicators were closer to those of other courts.

Table 7. For each institution indicate whether you do not trust them at all, mostly do not trust them, mostly trust them or completely trust them – average on a scale of 1 – 4, 1 being "do not trust them at all", 4 "I completely trust them"– by areas of jurisdiction of particular courts
	 
	General Population
	Area of
County Court Pula
	Area of
Municipal Court Pula
	Area of
Municipal Court Karlovac
	Area of
Municipal Court Split
	Area of
Municipal Court Zadar
	Area of
Municipal Court Zagreb

	Courts
	2,1
	2,1
	2,2
	2,0
	1,9
	1,9
	2,0

	State Attorney's Office
	2,2
	2,1
	2,2
	2,0
	2,0
	2,1
	2,0




Table 8. For each institution indicate whether you do not trust them at all, mostly do not trust them, mostly trust them or completely trust them – average on a scale of 1 – 4, 1 being "do not trust them at all", 4 "I completely trust them"– by areas of jurisdiction of particular courts - 2010/2016
	 
	Year
	General Population
	Area of
County Court Pula
	Area of
Municipal Court Pula
	Area of
Municipal Court Karlovac
	Area of
Municipal Court Split
	Area of
Municipal Court Zadar

	Courts
	2010
	2,1
	2,5
	2,2
	2,2
	2
	2

	Courts
	2016
	2,1
	2,1
	2,2
	2,0
	1,9
	1,9

	State Attorney's Office
	2010
	2,1
	2,5
	2,2
	2,3
	2,1
	2,1

	State Attorney's Office
	2016
	2,2
	2,1
	2,2
	2,0
	2,0
	2,1













Table 9. What is your general opinion on the functioning of the judicial system in Croatia in the last few years? – by areas of jurisdiction of particular courts
	 
	General Population
	Area of 
County Court Pula
	Area of 
Municipal Court Pula
	Area of 
Municipal Court Karlovac
	Area of 
Municipal Court Split
	Area of 
Municipal Court Zadar
	Area of 
Municipal Court
Zagreb

	N
	602
	181
	119
	305
	300
	303
	102

	Very negative
	21%
	21%
	14%
	20%
	24%
	22%
	30%

	Mostly negative
	47%
	48%
	55%
	47%
	50%
	46%
	56%

	Mostly positive
	29%
	29%
	27%
	30%
	23%
	28%
	13%

	Very positive
	1%
	1%
	3%
	2%
	1%
	2%
	 

	Do not know
	2%
	2%
	1%
	1%
	2%
	3%
	1%




Table 10. What is your general opinion on the functioning of the judicial system in Croatia in the last few years? – by areas of jurisdiction of particular courts - 2010/2016

	 
	Year
	General Population
	Area of 
County Court Pula
	Area of 
Municipal Court Pula
	Area of 
Municipal Court Karlovac
	Area of 
Municipal Court Split
	Area of 
Municipal Court Zadar

	Negative
	2010
	63%
	52%
	62%
	60%
	72%
	67%

	Negative
	2016
	68%
	69%
	69%
	67%
	74%
	67%

	Positive
	2010
	35%
	44%
	35%
	38%
	26%
	30%

	Positive
	2016
	30%
	30%
	30%
	32%
	24%
	30%




Table 11. In your opinion, how likely is for average citizen to have a fair trial if for some reason the party in court proceedings?– by areas of jurisdiction of particular courts
	 
	General Population
	Area of 
County Court Pula
	Area of 
Municipal Court Pula
	Area of 
Municipal Court Karlovac
	Area of 
Municipal Court Split
	Area of 
Municipal Court Zadar
	Area of 
Municipal Court Zagreb

	N
	602
	181
	119
	305
	300
	303
	102

	Very negative
	4%
	2%
	3%
	3%
	3%
	4%
	2%

	Mostly negative
	42%
	39%
	41%
	34%
	32%
	32%
	33%

	Mostly positive
	36%
	38%
	34%
	38%
	41%
	40%
	39%

	Very positive
	16%
	19%
	21%
	23%
	22%
	23%
	25%

	Do not know
	2%
	2%
	2%
	3%
	1%
	1%
	1%






Table 12. In your opinion, how likely is for average citizen to have a fair trial if for some reason the party in court proceedings?– by areas of jurisdiction of particular courts - 2010/2016
	 
	Year
	General Population
	Area of 
County Court Pula
	Area of 
Municipal Court Pula
	Area of 
Municipal Court Karlovac
	Area of 
Municipal Court Split
	Area of 
Municipal Court Zadar

	Yes
	2010
	44%
	53%
	47%
	50%
	43%
	40%

	Yes
	2016
	46%
	41%
	44%
	36%
	35%
	35%

	No
	2010
	53%
	41%
	51%
	49%
	56%
	58%

	No
	2016
	52%
	57%
	55%
	61%
	64%
	63%


[bookmark: _Toc454882036][bookmark: _Toc454887552]In the period prior to the initial research of 2010, a series of reform activities related to the functioning of the judicial system in the Republic of Croatia were launched (from the rationalization of the network system, new IT equipment and Property Registration System organisation, different strategies to combat corruption and organized crime), and functioning of the judicial system became one of the most important topics in public. The perception of the judicial system could have been, on one hand, affected by the public debate about the necessary changes in the judicial system with a focus on the shortcomings of the system. On the other hand, in that same period, citizens were able to see that some of the initiated reform projects (eg. Land editing system and computerization) produced the first results. Meanwhile, the reform of the judicial system is continued as an activity within the Project for support of the judicial system in Croatia. Therefore, the perception of trends is important both for insight into the context of the expressed views of the citizens and for the determination of any possible changes in that perception.
Almost half of respondents (48%) of the general population believe that the situation in the judiciary generally remains the same while in 2010 it was thought by a little less than a third (32%) (Figure 9). A positive shift was observed by over a quarter (27%) of citizens which is a decrease compared to 2010 when the positive shift was perceived by a relative majority of citizens (44%). Slightly more than a fifth of citizens (21%) perceived negative trends what is an equal share as in 2010. Regarding the main components of the functionality of the judiciary - the speed of court procedings and the independence and professionalism of the judicial bodies - the share of citizens who perceive a positive trend is even lower. Thus, shortening of court proceedings was perceived by a bit more than a fifth (22%) of respondents while almost a quarter (24%) noted an extension, as compared to 2010 it is a decline in the share of both of these groups (shortening is noticeable by 29% and extension by 27% ).
Nearly half (47%) of citizens do not notice changes in lenght of court proceedings, an increase compared to 35% of them in 2010. A change for the better in terms of independence and professionalism of the judiciary is seen by only 17% of citizens while such a positive perception was seen by more than a quarter (27%) in 2010. More than half of the respondents (52%) believe that there is no change either for the better nor worse, and in 2010 there were less citizens with such perception (44%). The share of those who perceive a change for the worse in the independence and professionalism of the judiciary increased from 18% in 2010 to 23%. Taking into account all three aspects i.e. general situation in the justice system and its components in the form of court proceedings length and the independence and professionalism of the judiciary the increased perception of the status quo is most pronounced in all three aspects while the perception of change for the better was reduced. These results can partially be due to the time between the initial and repeated research because changes that have been implemented years ago are now probably already perceived by citizens as a normal way of functioning of the judicial system.

Figure 9. Would you say the situation in the judicial system has improved, stayed the same or is getting worse in the past few years?- 2010/2016
[image: ]
[bookmark: _Toc454882039][bookmark: _Toc454887555]Perception of progress in the duration of court proceedings is more associated with the perception of the overall progress of the judicial system than the perception of progress in the independence and professionalism of the judicial bodies and officials. In fact, more than half of those who believe that the situation in the judicial system is getting worse also believe that the duration of the proceedings extends and almost half (49%) of those who believe that the situation in the judiciary improves considers that the length of the procedures is shortened. Therefore, the perception of the direction in which the Croatian judiciary moves can be easily affected by informing citizens about shortening the duration of court proceedings and therefore reducing the backlog of cases, (i.e., through measurable criteria of duration and number of cases) than through those aspects of the functionality of the justice system, such as the independence and professionalism, the perception that is susceptible to subjective assessments of citizens. Since the perception in the direction of the negative changes in the judicial system was more pronounced in people of lower socioeconomic status in the past few years (i.e. less educated citizens with (un)finished primary school and people with lower income), it should be taken into account when communicating the results of reform of judiciary to the general public.
[bookmark: _Toc454882040][bookmark: _Toc454887556]With regard to the jurisdiction of courts, citizens from the area of jurisdiction of MC in Zadar notice shortening the duration of the proceedings to a greater extent than people from areas with jurisdiction of other courts, and this difference was significant only in relation to MC in Pula. Most citizens do not perceive a change in the independence and professionalism of the judiciary in the area of jurisdiction of MC in Zagreb and these differences are not significant only in relation to MC in Karlovac.
Despite citizens expressing low trust in judicial institutions, judicial reform is not the first on the priority list (Figure 10). Although some increase in the share of citizens (from 15% to 19%) for which the reform of the judiciary should have the highest priority, and in 2016 it remains in third place on list of priorities among the reforms to be implemented. First place in 2016 is held by the health reform that 23% of citizens consider a priority, while in 2010 it was pension reform with equal share. Pension reform also recorded the largest decline in priority and in 2016 finished in fifth place with 9% of people who consider it priority.
Second place is held by reduction of number of municipalities and towns from 20% in 2010 when it shared third place with judicial reform (both 15% in 2010). Judicial reform finished third in 2010 despite an increase in the share of citizens who saw this reform a priority at 19%. For people who say that have had experience with the courts in the last two years, judicial reform is first priority. Reform of the judiciary often stands out as priority for citizens aged 45-60 years and highly educated citizens while, for example, for citizens older than 60 years and those with (un)finished primary school, health reform is priority. Citizens whose opinion about the situation in the judiciary is more negative (who recorded a lower level of trust in courts and the State Attorney's Office, assessed the state of the judiciary negatively and think that the state of judiciary is getting worse) more often choose justice reform as a priority compared to those that assess the state of judiciary positively.
Given that respondents should choose only one reform when prioritizing reforms they think should have the highest priority, third place for judicial reform in the ranking of priorities (in the initial study of 2010 as well as in the follow up study in 2016) does not mean less support for reforms, but that other reforms are more important to them personally. An example of this is the health reform whose effects most citizens can personally experience more often while the effects of the reform of the judiciary affect majority of citizens only indirectly.
Figure 10 Now I will read you some reforms that need to be done in Croatia. Please tell me which one should have the priority? – 2010/2016
[image: ]  
[bookmark: _Toc454887557]3.2. Perception of critical points in the judicial system
[bookmark: _Toc279505928][bookmark: _Toc454887558]3.2.1. General public - citizens of the Republic of Croatia

Citizens, as well as in the initial survey of 2010, commonly spontaneously referred to acceleration (start and shortening the duration) of procedures as something that should have the highest priority in the reform of the justice system (Figure 11). This aspect of the reform also has the largest increase in 2016 in absolute terms (from 29% to 41%). Reducing corruption is cited by a fifth of citizens and skipped the second priority for general request for more justice and fairness, which in 2016 occupies the third position with 18% of responses. This general requirement for more justice and fairness in fact entails the need to correct more seperate shortcomings in the judicial system, such as for example, bias, corruption or political influence on the judiciary. Thus, reducing the impact of politics is in the fourth place, followed by the need of employment of professional staff with 11% of responses.
Followed by the court's impartiality, equality before the law which in 2016 overtook the need to increase the efficiency of the courts, followed by citizens spontaneously citing lowering the cost of procedures even more and simplification of legal procedures. On the whole, ranges of priorities in the reform of the judiciary are not significantly changed in comparison to 2010. Individuals who have had experience with the courts in the last two years, state cost reduction process as a priority more while there are no significant differences with other priorities as well as the duration of proceedings. This suggests that the perception of the proceedings as well as the problems of the judiciary by the citizens who have no recent experience with the courts is in accordance with the perception of those citizens who have had such a direct experience.
Figure 11. In your opinion, what should be the priority in the judicial reform?
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In addition to allowing them to specify the most important priorities in the reform of the judiciary, citizens were supposed to assess how each of the drawbacks of judiciary referred to in public really is a problem in their opinion. As with spontaneous priorities specification, the usual duration of the procedures proved to be the biggest or very big problem of the judicial system which as such is stated by three quarters of the population. Followed by political influence on the courts and the State Attorney's Office in the second place with two thirds of respondents, and after them with a little less than two thirds are costs of proceedings. After that the ranking is followed by the impact of politics on the police, procedures in the court proceedings and the wording and clarity of Croatian laws. Then a problem of corruption among judicial officials and officers (judges, public prosecution and judicial officials) and the police. There is also no significant difference in the assessment of severity of the problem of corruption among judges, the state attorney's office and the court officials where about half of the citizens stated it is the biggest or very big problem of judiciary while two-fifths of them stated corruption in the police. Incompetence and lack of professionalism of judges and state attorney's office represents the biggest or very big problem for one third of the citizens while incompetence and lack of professionalism of the police for the quarter of them.
The issue of IT equipment of the courts is located at the bottom of the ranking scale of the problems as a problem for a fifth of the citizens while for most people it is not a problem at all or is only a minor problem. Compared to the baseline survey in 2010 there has been no significant change in the relative position in the ranking of problems in the Croatian judiciary - cost procedures have moved in the direction of smaller problems while corruption in the public prosecution and the incompetence and lack of professionalism of judges moved in the direction of a problem (one position on the list consisting of percentages that add up to a response for big or the biggest problem).
The results of the initial research conducted in 2010 and repeated a study conducted in 2016 allow us to make conclusion about the slow pace of judiciary as the biggest problem perceived by the citizens. Furthermore, repeated survey in 2016 shows the stability of the  list of problems of the judicial system formed on the basis of an assessment of the citizens on the degree of severity of each problem.
This ranking allows the identification of a subset of perceived problems in the judicial system. So, the usual duration of proceedings was confirmed as by far the largest problem by general population of citizens. Then comes the influence of politics - the judicial authorities (courts and state attorney's office) and the police. This is followed by the cost of procedures and shortcomings of procedural and substantive law (i.e. the procedure in court proceedings and incompletion and clarity of the law). The problem of corruption in the judicial system (including judges, the public prosecution and the officers of the courts) is in the middle of the list of of problems, and just below is the corruption in the police. At the bottom of the list are the questions of competence and professionalism of judicial officials (judges and State Attorney's Office), followed by the expertise and professionalism of the police. Last place is held by technical and IT equipment of courts.
Despite the fact that the procedures in court cases and corruption among judicial officials and officials occupy slightly lower rankings of the perceived problems, they are still firmly linked with total trust in the judicial system than proceedings and legal costs for example. Regression analysis shows that the overall level of public trust in the justice system could act more effectively through enhancing the perception of non-corruption in the justice system and adjustment of  judicial procedures rather than through improving the perception of the duration of the proceedings or costs of the proceedings. Although the duration and costs of court proceedings are perceived as major problems of the judicial system, it appears that the (dis)trust is still more influenced by fear that because of corruption or procedural complexity of the procedures citizens will experience 'injustice'. It should be noted that the very procedure of judicial proceedings is affecting the actual duration and cost. This does not mean that it shouldn’t be worked on improving what citizens themselves cited as major problems of the judiciary, because for example, shortening of the proceedings would suggest to citizens increased efficiency and price adjustment of court costs would suggest greater accessibility which then indirectly may have a positive effect on trust in the judicial system.
The usual length of proceedings proved to be a major problem in the judicial system and among citizens from all areas of jurisdiction of courts included in this study (Figure 12). Furthermore, there are no big differences between the importance of the problem between citizens from areas of jurisdiction of the various courts, a ranking list of problems by responses of citizens from areas of jurisdiction of various courts generally follow the pattern established by the answers of respondents from the general population. Although, some inaccuracies were recorded with given form for areas of jurisdiction of  MC in Split, MC in Zadar and MC in Zagreb. Thus, the procedures in court cases are positioned a bit higher on the list, specifically in the area of jurisdiction of the MC in Zagreb they are in third place, MC in Split in fourth, and MC in Zadar in fifth place.
Corruption among judges is in seventh place in area of jurisdiction of MC in Split and MC in Zadar, in front of incompletion and clarity of Croatian laws on the list of problems. Given that areas of  jurisdiction of MC in Zagreb, MC in Split and MC in Zadar, which are already determined with lower levels of trust in some of the used indicators of trust in the judicial system, it can not be excluded that the attitude of the citizens in these areas of jurisdiction are influenced more by local experiences with courts and local exchange of experiences. Compared to them, the attitudes of citizens from the areas of jurisdiction of other courts are probably a little more under the influence of the national debate on the functioning of the judicial system and the experiences that are mediated through the national media.
Among the citizens who say that they had experience with the court in the last two years and those who had no experience there are certain differences in assessing the importance of certain problems in the judicial system. Those people who have had experience with the court considered procedures slightly larger problem in court cases and incompletion and clarity of the law, and to a lesser extent the impact of politics on courts, the cost of the procedure and the political influence on the police. It is obvious that citizens involved in a trial as a party still see, despite the experience or on basis of  experience gained, the procedure of the process quite complex.
With regard to the socio-demographic characteristics of citizens there are some differences in the perception of the prominence of some problems in the judicial system. Younger respondents (up to 30 years) perceived duration of the proceedings and procedures in the judicial process to a lesser extent as a major problem in the judicial system, while those in the oldest age group (60+) consider to a lesser extent the impact of politics on prosecution as a big problem. People with the lowest level of education perceived to a lesser extent the duration of the process and the impact of politics on the prosecution and the police as a major problem while incompetence and lack of professionalism of judges and police was perceived as somewhat bigger problem. Despite these differences there are no large deviations from the list of problems obtained on the basis of the results of the sample of citizens of the general population. It can therefore be assumed that all social groups are affected by the same factors that influence the shaping of public opinion.
Figure 12. For each characteristic I will read, tell me is it the biggest problem, big problem, moderate problem, minor problem or not problem at all in Croatian judiciary system? – % big + biggest problem - 2010/2016
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According to citizens' perception of corruption among judicial officials and civil servants it is not the greatest but it is one of the major problems of the judicial system - it is perceived as such by around half of the citizens and equally for corruption among the various judicial officers and officials (Figure 13). The perception of the problem of corruption is therefore positioned in the middle of the list for severity of the problem. Citizens in individual cases were asked to estimate the extent of corruption in various types of judicial bodies and the results show that people perceive the extent of corruption in the entire judicial system and equally so in all evaluated judicial bodies.
So citizens assess the prevalence of corruption in equal measure to the different types of courts i.e., municipal, county and commercial courts  as well as in the public prosecution. The only exception is Land Registry (gruntovnica), which have the lowest perception of widespread corruption of all evaluated institutions - 30% of citizens think that corruption is present in them in large extent. Correlation estimates that prevalence of corruption in certain types of judicial bodies is very high, and this is further evidence that the citizens perceive the entire judicial system as a whole and do not distinguish specific bodies and institutions.
People who have had experience with courts over the past two years, perceived corruption as more present in our judicial institutions than those citizens who have not had experience with the courts in the past two years.
Compared to 2010 there has not been a large increase in the perception of the extent of corruption in the judiciary (in absolute terms the increase was only 2-3 percentage points). However, in relative terms, i.e. in comparison with other institutions evaluated, the judicial authorities, in addition to ministries, represent the upper half of the list (with the state attorney's office at the top of the charts), while in 2010 they were in the middle of the list of perception of the spread of corruption. 
Among other institutions and other social sectors (health, education, repressive system, political bodies) that citizens should also have given their assessment of the extent of corruption, only the traffic police and health recorded equal levels of perceived corruption spread as judicial institutions. The levels of perception of the spread of corruption in other institutions have shown to be, however, slightly lower than the level of judicial institutions so higher education and the criminal police are at the bottom of the list with about one-third of people who believe that corruption is present in these institutions to a large extent. These are the results where the perceived spread of corruption in the majority of judicial authorities is somewhat higher than for the institutions of other social sectors present an indicator of the shift in perception of functioning of judicial institutions by the citizens in a negative direction.

Figure 13. In your opinion, to what extent is the corruption present in the following institutions?
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In the repeated survey of 2016 respondents were further questioned  for the reasons for the highly perceived level of corruption in the judiciary. In fact, such a high perceived level of corruption are findings of another research (research of the Global Corruption Barometer for 2013) taken about half of the time period between the initial research in 2010 and repeated research in 2016. Respondents could choose one or more answers from the available reasons for the highly perceived level of corruption in the judiciary. As samples of the highly perceived level of corruption in the justice system (Figure 14) people usually choose protracted proceedings (61%) even more than the possibility of political influence on the officials (56%).
This order is indicative because in addition to the length of court proceedings it is usually spontaneously most cited response in the context of the priorities in the reform of the judiciary and the problem of which the largest proportion of citizens believe to be the greatest problem of the Croatian judiciary, it shows that it is also the most important cause of high levels of perceived corruption in judiciary in the opinion of citizens. So, it would be desirable to analyze the measures taken for the purpose of shortening the duration of court proceedings and successful measures i.e. to communicate the results of these measures to the public.

Figure 14. Transparency International Global barometer survey for 2013 shows that 70% of respondents in Croatia think that judiciary system is highly corrupted, but only 3% of respondents had a chance to give a bribe in the year before the survey. In your opinion, what it the cause of perception that  judicial system is  highly corrupted? 
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In third place with 45% of the causes is possibility of bias and lack of objectivity in officials. The remaining possible causes to a lesser but equal measure (each cause is said by about a third of respondents) contribute to a high level of perceived corruption. Here it should be noted that citizens don't point out media as the cause of high levels of perceived corruption, which may mean that they somewhat ignore or are not fully aware of the importance of the media. Specifically, it is unlikely that the understanding of the other mentioned causes for high levels of perceived corruption came only based on personal experience.
The opinions of citizens about political influence on judges and State Attorneys are divided, the same number (48%) think that they are (mostly or completely) independent as well as (mostly or not at all) independent of political pressure in their work.
Only a small number of people (4%) think that they know a lot about the implementation of the project "Reorganization of the judicial system". Slightly less than a third state to know the basic information and even number (about one third) heard about it as well as those who have not heard of the project. With regard to the socio-demographic groups, men older than 30 years considered themselves somewhat more informed, as well as people with high / higher education, higher monthly household income and residents of the largest cities (larger than 80,000 inhabitants) and the Zagreb region.
Less than a third of citizens believe that the project "Reorganization of the judicial system" mostly (25%) or completely (3%) contributed to a better and more successful work of judicial bodies while more than half believe that this is mostly (36%) or not at all (17% ) achieved (Figure 15).
As a reason why citizens believe that the project did not contribute to the improvement, the most frequently cited is not seeing the change for the better and length of court processes. These are followed to a lesser extent by excessive political influence and corruption (Figure 16)

Figure 15. In your opinion, to what extent did the project “Reorganisation of judicial system” help to better and more successful functioning of judicial bodies?
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Figure 16. Why do think that  the project “Reorganisation of judicial system” did not help  better functioning of judicial bodies?
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[bookmark: _Toc279505929][bookmark: _Toc454887559]3.2.2. Professional users
[bookmark: _Toc454882046][bookmark: _Toc454887562]In addition to citizens' opinions, the task of this study was to collect the perception of respondents who actively participate in the judicial system.
Interviewed representatives of the three professional groups do not constitute a representative sample of all lawyers and employees in the judicial system on the level of the Republic of Croatia, and therefore following results should be generalized with caution to the entire population and the overall situation in the judicial system.
Their perception of the weak points of functioning of the judicial system, we examined through three questions, of which two were open ended where they could mention their answers completely free, and one closed question which evaluated how each of predefined factors diminish the integrity and efficiency Croatian judiciary.
To further examine the attitudes about the justice system without any impact on their answers, we first asked them open question which we asked them to list three things that largely reduce the efficiency of the judiciary. Similar to basic research, the adequacy and frequently changing laws are most often mentioned problems of the judiciary, where lawyers, of course, are most sensitive to such problem (Table 13). Incompetence of judges and court personnel is still the second most frequently mentioned problem, however, at least as far as lawyers are concerned it is mentioned significantly fewer times in this study and in three of the observed populations it is the biggest problem for a fifth of respondents. Significant deterioration is found also in attitudes towards corruption among employees of the SAO, but lack of interest of the parties involved as well, a problem which employees of State Attorney's Office and the courts mentioned more often this year.
Tablica 13. What three things, in your opinion, reduce to a large extent the efficiency of the Croatian justice system?
	 
	Lawyers
	SAO
	Court employees

	 
	2010
	2016
	2010
	2016
	2010
	2016

	Frequent changes of law or inadequate laws
	21%
	32%
	21%
	28%
	25%
	22%

	Unprofessional judges and judicial personnel
	39%
	23%
	22%
	20%
	17%
	20%

	Large number ofcases
	20%
	8%
	19%
	19%
	17%
	19%

	Slow pace of procedures, inefficiency 
	24%
	17%
	9%
	14%
	5%
	8%

	Corruption
	11%
	10%
	7%
	20%
	11%
	8%

	The disorganization of the system
	9%
	6%
	13%
	8%
	13%
	15%

	Lack of interest, lack of motivation
	 
	 
	11%
	22%
	4%
	13%

	Work conditions (technical equipment ...)
	7%
	7%
	5%
	8%
	8%
	6%

	Poor finances (low wages, little funding ...)
	4%
	3%
	4%
	8%
	10%
	6%

	Political influence on courts
	 
	 
	8%
	10%
	9%
	6%

	Insufficient number of judges
	9%
	3%
	9%
	 
	11%
	 

	Incompatibility of judicial practice
	4%
	9%
	3%
	4%
	3%
	4%

	An insufficient number of employees, staffing
	 
	5%
	 
	11%
	 
	10%

	The way recruitment of judges and staff is done, (unclear criteria, links)
	9%
	5%
	2%
	3%
	 
	 

	The influence of politics, media
	 
	10%
	6%
	2%
	4%
	1%

	Problems with delivery
	8%
	6%
	1%
	1%
	1%
	1%



In order to examine more clearly most damaging factors for the efficiency and integrity of the judicial system in Croatia, respondents were given a closed question identical to that of 2010, where they were supposed to determine how, according to them, each of the listed factors contributes to the negative state of the system. An initial survey data shows that respondents from all three groups, on average, are less satisfied with almost all aspects of the judicial system and that, on average, at least half of the respondents are dissatisfied with each of the available indicators.
Similar to the results of the initial research (Table 14), and open responses, respondents most often point out frequent changes in laws (on average 83%) and their vagueness and ambiguity (on average, 80%). The negative impact of the political sphere can be seen from the data that about 70% of employees believe that politics has too much influence on courts, the police and State Attorney's Office, but also 70% of employees believe that the procedural rules in court proceedings are one of the major problems.
With such results, the conclusion reached in report of 2010 still holds true: the functioning of the justice system is adversely affected by legal framework that determines its actions that are decided on by political structures.
Looking at changes in various places of employment, we can conclude that the situation in the judiciary in general has a negative trend, particularly for the SAO. Of the 22 indicators offered, 20 of them are rated worse than 6 years ago, where the differences are statistically significant for 12 of them. Lawyers are somewhat more satisfied than employees of SAO so they assessed half of the offered indicators worse, and statistically significant changes are related to the physical and computer equipment for judges, unrealistic expectations of the parties, or the lack of professionalism and unethical lawyers and notaries. On the other hand, lawyers are significantly more satisfied with the organization and management in the system and, in contrast to the State Attorney's Office, expertise and professionalism of judges and the public prosecution service indicating a significantly different standards of evaluation in these two groups.
Finally, the above changes for the better must not be interpreted in such a way that the situation in the judiciary is good. If we look at the combined average score listed populations gave by the years, only 6 indicators were rated equal or with better grades while the other 16 were rated with worse scores, of which the differences in 6 of them were statistically significant. If we use these six indicators as examples of the negative aspects of the judicial system, they show that that group of respondents (except for changes to the laws and inadequate equipment of rooms) is most concerned about political interference in the work of the courts, failure to comply with the separation of powers of the legislative and executive authorities and the consequences of it in the form of police corruption and corruption among judges.














Table 14. To what extent each of these factors undermines the effectiveness and integrity of the judicial system in Croatia today?
	
	Lawyers
	State Attorney's 
Office
	Court Emloyees

	 
	2010
	2016
	2010
	2016
	2010
	2016

	Frequent changes of laws
	81%
	85%
	73%
	86%
	81%
	79%

	Vagueness and ambiguity of legal provisions
	82%
	77%
	72%
	86%
	77%
	77%

	The tendency of litigation without serious needs
	66%
	72%
	75%
	77%
	70%
	70%

	The impact of the politics on police
	79%
	69%
	64%
	74%
	66%
	73%

	The impact of the politics on courts
	77%
	67%
	57%
	79%
	64%
	69%

	The procedural rules in court proceedings
	74%
	65%
	64%
	80%
	68%
	66%

	Insufficient number of people
	61%
	69%
	74%
	75%
	73%
	65%

	Police corruption
	61%
	60%
	58%
	77%
	64%
	68%

	Inadequate space
	55%
	68%
	53%
	68%
	60%
	65%

	Poor organization of work / management
	78%
	62%
	65%
	72%
	63%
	67%

	The impact of the politics on State Attorney's Office
	80%
	72%
	52%
	57%
	68%
	70%

	Police incompetence and lack of professionalism
	70%
	61%
	58%
	72%
	63%
	65%

	Failure to respect the separation of powers 
of the legislative and executive authorities
	62%
	68%
	55%
	72%
	61%
	58%

	Incompetence and lack of professionalism of judges
	77%
	57%
	62%
	75%
	63%
	63%

	Unrealistic expectations of the parties
	61%
	73%
	68%
	59%
	63%
	61%

	Corruption among judges
	53%
	58%
	53%
	72%
	56%
	60%

	The manner of media reporting on the work of the judiciary
	51%
	58%
	66%
	65%
	64%
	59%

	Incompetence of the officials
	62%
	52%
	54%
	62%
	58%
	61%

	Unprofessional and unethical conduct of  lawyers and notaries
	45%
	57%
	53%
	63%
	62%
	51%

	Incompetence and lack of professionalism of the public prosecution
	71%
	57%
	37%
	50%
	61%
	60%

	Corruption in the public prosecution
	49%
	56%
	37%
	38%
	56%
	61%

	IT equipment of courts
	44%
	59%
	37%
	49%
	58%
	46%



The procedural rules, as in the past, in this study as well, proved to be a significant problem in the functioning of the judiciary so we tried to collect possible solutions from employees themselves and professional users (Table 15).
Although the respondents, depending on their place of employment and the role in the process, differ in certain proposals, a few suggestions became clear in the answers that are common to all segments, and thus are proposals that should definitely be implemented.
The most common suggestion was related to changes in the process itself but also from the sixth to about a quarter of respondents believe that the procedural rules are crying out for changes, shortening as well simplification, all for the purpose of their acceleration. While six years ago there was partly an idea that the rules are good, but poorly implemented, this year's survey shows that this is not the case: only 6% of lawyers (compared with 22% six years ago), and no employee of the State Prosecution and Courts considered that the efficiency of the judiciary increased because of better application of procedural rules. Besides the reorganization process, respondents often mentioned the need for clear and permanent laws. While this proposal was one of the most important in the basic research, this year, according to the results of (Table 14), it became even more pronounced, especially with employees od SAO where it is stated by one-third of respondents.
Overall, better organization and working conditions, as well as computerization of the system is proposed by an average of 8% of respondents, which is slightly less than in the previous survey, and could indicate a fruitful implementation of systems such as e-File and CTS. Finally, respondents from all monitored segments proposed changes in personnel policy, placing the emphasis on the need to hire additional staff, and the need for education of existing and introduction of the system of control of their work and sanctions in case of non compliance with procedures.
Table 15. What should change in the procedural rules in order to increase the efficiency of the judiciary?
	 
	Lawyers
	State Attorney's Office of Republic of Croatia
	Court Employees

	
	2010
	2016
	2010
	2016
	2010
	2016

	Make it quicker / Shorten
	31%
	24%
	16%
	28%
	13%
	13%

	Clear and permanent laws
	2%
	10%
	8%
	34%
	13%
	20%

	Better organization and working conditions and IT infrastructure 
	6%
	12%
	11%
	6%
	16%
	6%

	Change / employment / education of personnel
	6%
	2%
	5%
	9%
	9%
	13%

	Introduce control and sanctions
	14%
	10%
	 
	7%
	 
	5%

	Delivery rules
	13%
	8%
	1%
	2%
	10%
	7%

	New laws
	5%
	15%
	 
	 
	 
	 

	Greater representation out of court settlement
	 
	 
	4%
	8%
	1%
	4%

	Better application - compliance with the procedural rules
	22%
	6%
	3%
	 
	2%
	 

	The obligation to propose all evidence at the beginning of the process
	4%
	6%
	 
	 
	 
	 



In terms of perceptions of the impact of corruption on reducing the efficiency and integrity of the Croatian judiciary, significant differences are visible compared by years, and compared by the place of employment (Table 14). In the study of 2010 respondents of  three surveyed groups were less critical of the phenomenon of corruption in the institutions of the police, the court and the Attorney General and on average, 60% of them stated that corruption in the police and among the judges is a major problem of the judiciary, and about 50% stated the same about corruption in the State Attorney's Office. Research in 2016 showed that significantly more respondents believe that corruption is widespread in all observed judicial institutions, especially the police (68% on average), followed by the judges (63% on average), and finally the State Attorney's Office (52% on average).
If we compare the issue of corruption by segments of the respondents, it is obvious that the employees of SAO are most critical and differ substantially from lawyers and employees of the courts, where the first more often think that corruption (the police and the judges) is a significant factor compromising the effectiveness of the judiciary, and another group thinks that significantly more about the employees of the SAO. In a similar survey in 2010, the citizens' opinion differs from that of professional users of the system and they trust considerably more the police (41% of them believe that corruption in this body a big problem), but, compared with the employees of the State Prosecution and the courts, they believe judges and the State Attorney's Office much less. Ultimately, the issue of corruption in the various bodies of the judicial system remains a major problem. Regardless of the year of observation, as well as subgroups of respondents that had that question, a minimum of 40% of respondents believe that there is a relatively big problem of corruption in every body.
While the initial research defined SAO staff as a group that recognizes the problem of incompetence and lack of professionalism of other actors in the judicial system the least, the results of this year's research shows a different picture. Employees of the State Attorney are the group whose results changed most significantly this year and they are significantly more dissatisfied with the expertise and professionalism of the police, judges and the State Attorney's Office. While the attitudes of employees in the courts are not significantly changed, the lawyers are on average more satisfied with expertise and professionalism of all the bodies of the judicial system, and feel that the judges and employees of the State Attorney significantly improved compared to baseline survey. Within the groups, the employees of the SAO are significantly less satisfied with the professionalism and expertise of judges from State Attorneys and employees of the courts. These results certainly require further study, since it seems that employees of SAO have different assessment criteria of expertise and professionalism than attorneys and employees of judges do, which raises the question of involvement and objectivity.
On one hand, employees of SAO are less involved in the daily processes and cooperation with the judges, allowing them greater objectivity, on the other hand, lawyers and employees of the courts have significantly more experience in these everyday processes, giving them a much broader picture of procedures and more information by which to evaluate judges, but such a high involvement could result in a less objective appraisal. In any case, incompetence and lack of professionalism of judges, on average, 65% of respondents rated as an important factor in the poor efficiency of the judiciary, which is a significant increase compared to the previous research. Incompetence and lack of professionalism of the State Attorney's Office and court officials are rated the same as in the previous survey, while the incompetence of the police was assessed significantly worse and now 66% of respondents are dissatisfied with the work of this body.
Incompetence and unethical lawyers and notaries in the previous study, as a factor that undermines the effectiveness and integrity was noted by 45% of lawyers, 53% of employees in the State Attorney's Office, and 62% of employees in the courts, and on average it was located at the bottom of the list, rated as less important ( or better) than the incompetence of judges, police and State Attorney's Office. In a study conducted this year, although it is still at the bottom of the list, an average of the respondents see it as more of a problem, but as a particularly critical group the professional court users stand out, precisely lawyers who have increased significantly from 45% to 57%. Employees of State Attorney's Office are also increased (from 53% to 63%) but such a change is not statistically significant, and employees of the courts evaluated unethical and unprofessional behaviour of lawyers and notaries as significantly lower factor of inefficiency this year (down from 62% to 51 %).
Although critical of their own profession and colleagues, lawyers don't keep their critical attitude in assessing other selected groups, and in comparison with previous research considered unprofessional judges and the State Attorney's Office significantly smaller offense. On the other hand, employees of the State Attorney are most critical group of this year's research. Although they considered that corruption in the State Attorney's Office did not increase, that has little effect on the functioning of the judicial system, more often see as a problem incompetence and lack of professionalism of their own colleagues. Such criticism of the incompetence of employees of SAO is not shared by lawyers, who had evaluated it significantly less problematic in comparison to the last survey as well as employees of the courts.
Summarizing, incompetence, lack of professionalism, and ethics of the observed bodies (lawyers and notaries, employees of State Attorney's Office and employees of the courts) see quality and efficiency of the judicial system as obstacles in average of 59%, equal to the average of the last survey. Judging from these results, the overall attitude of the general expertise of the employees in surveyed bodies did not change significantly, both for the better, or for the worse.
While the perceived problem of political interference in the State Attorney's Office is slightly lower this year, the problem of political interference with the police and courts, on average, is significantly increased, and their place is in the first third of the respondents most problematic factors. Although we have already mentioned that employees of SAO are extremely critical group, considering their specific role in the justice system, significant increase in the impact of politics on courts (from 57% to 79%) certainly needs to be addressed, especially if we take into consider that the same employees mentioned the problem of corruption in the judicial system more often in open-ended questions, and political interference in the judiciary is still an issue to 10% of them. The impact of policies on the work of the State Attorney's Office is located in the second third of problematic factors solely by rating of State Attorney's Office employees themselves, where "only" 57% of them see this as a real problem, while lawyers and court employees are significantly more critical of this factor (in average 71% rated it as problematic).
Problematic state of the judicial system, however, is not tied exclusively to the mentioned "internal factors". Initial research found that extremely large problem (third on the list of bad influences) is preference for litigation without serious need as an influential factor. While such a problem is not significantly changed by studied groups, the overall is significantly increased and it now considered problematic by average of three-quarters of respondents, mostly employees of the State Attorney's Office. Such a question can also be connected with unrealistic expectations of the parties, as a relatively big problem this year it is significantly more often emphasized by the lawyers (and on average it recognized by two-thirds of respondents), but also a large number of cases that a fifth of employees in the State Attorney's Office in and those in the courts are complaing about.
In addition to the above internal and external negative impacts on the functioning of justice, the material and organizational aspects such as the number of people, leadership and management, and physical and IT equipment are presented as relatively important. Compared with the basic research, the rooms in which the judicial processes are conducted on average are rated significantly worse, and, with the exception of work organization and management, all the factors changed for the worse. However, there are factors that have significantly better assessment by specific groups: insufficient staff and bad equipment are significantly less of a problem to the employee in the courts of the this year, and poor organization of work is less of a problem for lawyers.
The organizational elements of a judicial system functioning came to the fore and in open responses of employees and professional users on average 10% of respondents directly mentioned lack of organization in the system as a problem, which is particularly widespread in the staff of the courts. General slowness and inefficiency of procedures was mentioned on average by 13% of respondents, and although insufficient number of judges is almost not mentioned in this wave of research, a general lack of employees averaged mentioning by 11% of the State Attorney's Office and the courts respondents, and it is not surprising that the excessive number of cases is almost the same as in the basic research, problem to the fifth of employees State Attorney's Office and the courts while it is significantly less frequently used by lawyers. If we add to this to the ratio of an average of 6% of respondents who believe that the ills of the system are employees' low wages, it is easier to interpret a significant increase (22% in the State Attorney's Office and 13% in the courts) of those who believe that the problem of the functioning of the system is general lack of interest and motivation of workers, and the fact that 40% of employees think about quitting at least once every two months, and a quarter of them every day.
[bookmark: _Toc454887563]Repeating the introduction of the analysis of previously presented data, it is important to note that between half and three-quarters of respondents considered problematic each of the examined factors leading to the conclusion that the judicial system has a number of shortcomings. Such a conclusion is not a novelty in the analysis because the same conclusion was reached in initial research but what is worrying is that, despite the reforms carried out, on average,there is increased dissatisfaction. With this in mind it is clear that the reform of the judicial system can not be accessed from specific directions but the reform should be implemented holistically. Unfortunately, most of the most problematic factors remain outside the influence of the legal system and in the hands of politics (e.g. frequent changes in laws and their vagueness and political influence on the police, the courts and the State Attorney's Office), the state of the economy (e.g. lack of staff, low salaries and poor material and IT equipment) or society (eg. the tendency for unnecessary litigation, unrealistic expectations of the parties and the method of reporting by the media) and for benefit of their rehabilitation only general and unrealistic proposals can be offered on the structural level like political lustration of the system and "good governance" with insufficient resources.
3.3. Experience with corruption

[bookmark: _Toc454882049][bookmark: _Toc454887565]As in the base research, testing experiences of different participants with corruption in the judicial system was not the primary focus, but the basic information about these offenses are considered to be important for the overall functioning of the system, as well as for the trust in the institutions that form it. With this in mind, a small number of questions devoted to examination of corrupt practices are set to end users (legal and natural persons) and employees in the legal system, expecting that the first could be prone to such actions for influencing the outcome of the proceedings, and latter so that could lead the result in the desired direction.
[bookmark: _Toc454882050][bookmark: _Toc454887566]It should be noted that, due to the fact that the survey was conducted only among users and employees of certain bodies and that recruitment in some groups used specific criteria (a certain type of experience, etc.), these results in no way can not generalize the entire judicial system, or even the courts and other judicial bodies covered by this study. In addition, it is important to keep in mind that the investigation of corruption offenses is extremely problematic since, because of the legal risks of addmiting personal experiences with attempts of corruption, respondents are not prone to speak freely on corruption and it is easy to assume that those that aswered those questions are more often those who refused the opportunity to participate in such activities than those who agreed.
[bookmark: _Toc454882051][bookmark: _Toc454887567]While about half of respondents from the general population believe that corruption is a major problem among the judges and their officers and even the police, 41% of them on average believe that corruption is present in the State Attorney's Office, municipal, county, commercial courts and in the Supreme Court, experience of legal and natural persons and employees in court do not justify such high percentages.
[bookmark: _Toc454882052][bookmark: _Toc454887568]Only 5% of natural persons who were parties to the proceedings in the courts covered by this study, and 2% of legal persons said that someone suggested using informal ways (additional payment, gift, acquaintance) in order to solve the case more efficiently and / or achieve more favorable outcome in the case they have (that they took into consideration when responding to the questionnaire). Although, compared with the survey results from 2010, there are minor differences between the respective populations, given differences are not statistically significant but slight increase in proposing "informal way" with natural or slight decrease in legal entities should be interpreted with caution. Given the small number of end users who admitted that experience, it is not possible to establish a distinction as to the courts or the type of case subjects had, and participants who proposed such action, similar to the results from 2010, come from all the surveyed sources, from lawyers and judges, through employees of courts or the public prosecution, to participants outside the judicial system, such as government officials or family members.
The situation with the employees in the courts is also not changed significantly compared to 2010. However, only 5% of the surveyed employees in the courts surveyed stated that during the last 12 months they were exposed to one or more attempts to influence their work, compared with 8% in 2010.  Similarly to base research, there is no difference in the experience of corruption among judges and court personnel (Table 16), and to 8% of judges and 9% of the judicial officers and counselors someone at least once proposed such an illegal way in the past year. If we look at the results to the courts, it is possible to notice how municipal civil court in Zagreb (14%) and the municipal court in Zadar (11%) are leading in illegal deals while USKOK (2%), SAO (0%) and municipal court in Karlovac (0%) least often come under fire, with the municipal civil court in Zagreb is significantly different from all monitored courts except the municipal court in Zadar, county state Attorney's Office in Pula and Karlovac municipal state Attorney's Office.
While the survey conducted in 2010 showed that employees of the State Attorney's Office and USKOK did not have any experience with corrupt deals in the past year (2009), the situation turned out to be worse in this year's study, where total of 3% of the employees of these bodies states such experiences in 2015. year. Although such an increase is statistically significant, the absolute number of employees of State Attorney's Office and USKOK which  reported it this year should be considered, (N = 5), and be sure to follow the development in future research.
Table 16. In the past 12 months, has anyone tried to affect your work in informal ways (by offering bribes, gifts, referring to an acquaintance etc.)?
	 
	N
	Yes, once
	Yes, several times
	Not in the past few years, but earlier yes
	No, never
	No answer

	All employees 
	622
	2%
	5%
	9%
	79%
	5%

	Court employees - total
	440
	3%
	6%
	10%
	76%
	5%

	Judge
	62
	3%
	5%
	19%
	73%
	

	Court Adviser
	378
	3%
	6%
	9%
	77%
	6%

	State attorney's employees  - total
	152
	1%
	2%
	9%
	87%
	1%

	State attorney official 
	60
	3%
	3%
	8%
	85%
	

	State-attorney officer
	92
	
	1%
	9%
	88%
	2%


[bookmark: _Toc279505931]
Similar to base research, almost all participants tried tried to influence employees usually referring to collegiality and / or friendship (60% of cases), and the least by offering bribes (5%).

[bookmark: _Toc454887570]3.4. User satisfaction and experience
[bookmark: _Toc279505932][bookmark: _Toc454887571]3.4.1. Frequency and type of experience with the judicial system
Research on a representative sample of the general population shows that the percentage of citizens who were a party to a court proceeding in the past two years, similar to the results from 2010. While there was 18% of these respondents then, this year their number is around 15%, which does not make a statistically significant difference. Among respondents who have had the opportunity to participate in court proceedings (Table 17) there are no significant differences according to age. Citizens are most frequently involved in criminal cases both years, then the land registry and inheritance, and matters of damages.
Table 17. The frequency and types of cases the observed years - general population
	 
	2010
	2016

	N
	116
	89

	Criminal case
	18%
	19%

	Civil litigation cases - compensation
	12%
	18%

	Land registry
	17%
	16%

	Inheritance
	18%
	13%

	Enforcement
	5%
	13%

	Civil litigation cases – ownership disputes
	11%
	12%

	Civil litigation cases – labour dispute
	9%
	10%

	Civil litigation cases –family and marital
	9%
	5%

	Civil litigation cases – property right dispute
	3%
	4%

	Other
	9%
	12%


[bookmark: _Toc454882058][bookmark: _Toc454887574]Similar to the results from 2010, when 10% of respondents from the general population had the experience of the judicial process from the perspective of the witnesses, in 2016 the figure is somewhat lower and amounted to 8%. Given the relatively low number of respondents who participated in a judicial procedure, regardless of their role, the implementation of comparative statistical analysis is not possible according to their demographic characteristics but, it can be said none the less that in this study, all observed segments of the population, regardless of age, gender, age, education, occupation and income households, had some experience with the court in the past two years.
The structure of the sample user-natural persons in the courts shows differences according to age in certain variables. In 2016, significantly more females used the services of the judicial system than was the case in 2010 but, despite this, men are still more present in using the services than women (44% women versus 56% men). On level of education, respondents from the sample of natural persons do not differ significantly between the respective years and those with secondary education are still most present, making nearly two-thirds of respondents while those of higher or university education account for less than one-third, and the smallest share of respondents are with primary education or lower, with 5%.
Respondents from the group of natural persons, although significantly less than in 2010, still usually come to court because of criminal cases (20%). In addition to the criminal, the most common are items related to family and marital relations, which have increased significantly compared to 2010, then property rights disputes and probate cases. By analyzing that information it should be kept in mind that the structure of users who are caught in the courts may not correspond to the actual structure of the court cases, since it depends on the type of case, different parties need to physically appear at the courthouse. The above distribution, not the structure of cases but structure of users that appear in the court building, and who had the opportunity to evaluate their satisfaction with various aspects of the operation of the court.


[bookmark: _Toc279505933][bookmark: _Toc454887575]3.4.2. Length and course of proceedings
[bookmark: _Toc454882062][bookmark: _Toc454887578]As in the initial study, we included questions this year about the duration and the progress of proceedings in which respondents participated during their interaction with the courts.
It should be noted that the questions for the business sector and the lawyers referred to the most important cases they had before the courts involved in the research, since it could be expected that this group of users is before the same court with a number of different court proceedings at the same time. With natural persons we had questions related to the subject for which the user came to court that day, with the assumption that natural persons are usually before the court with just one case.
[bookmark: _Toc454882063][bookmark: _Toc454887579]In this section, we rely primarily on the experiences of three groups of users who were included in this study: natural persons, legal persons (representatives of companies / managers) and lawyers.
Viewed  by type of case (Table 18), proportionate differences in prevalence were found between the two observed years. Natural persons, although still at least twice as many times as legal persons and lawyers, are significantly less likely to be in courts for criminal cases, but also for family and matrimonial disputes, whose frequency has increased for the group of lawyers. Labor disputes are also significantly more common for lawyers, compared to base research, but property rights disputes, although they are relatively rare in 2016, are still more than a third of cases for lawyers. On the other hand, legal entities are usually at courts for compensations, and  although less frequently compared to 2010, enforcement cases.
Table 18. The frequency and types of cases in observed years - natural and legal persons and lawyers
	
	Type of case

	
	Natural persons
	Legal persons
	Lawyers

	
	2010
	2016
	2010
	2016
	2010
	2016

	Criminal case
	29%
	20%
	9%
	6%
	10%
	10%

	Family and marital relations
	8%
	16%
	2%
	 
	6%
	14%

	Property disputes
	15%
	16%
	10%
	15%
	38%
	35%

	Inheritance
	15%
	12%
	1%
	 
	6%
	4%

	Enforcement
	8%
	11%
	28%
	21%
	11%
	4%

	Ownership disputes
	8%
	9%
	4%
	4%
	 
	 

	Compensation
	7%
	9%
	15%
	26%
	21%
	17%

	Labour dispute
	6%
	5%
	16%
	17%
	5%
	10%

	Land registry
	5%
	2%
	6%
	4%
	3%
	5%

	Other
	 
	 
	10%
	6%
	4%
	4%


Most of natural persons surveyed at the courts included in this research, and lawyers were found in court for a case which is at the stage of the hearing (70% of surveyed natural persons and lawyers), while for legal entities the figure was 45% ( Table 19). Compared with the results from the initial research, natural and legal persons are significantly more likely to report that their main hearing is in progress, and the percentage of lawyers, although increased is not statistically significant, and it is now at 68% of respondents.
Table  19. What is the current phase of the case? Natural persons and lawyers
	
	Phase of proceedings

	
	Natural persons
	Legalusers
	Lawyers

	
	2010
	2016
	2010
	2016
	2010
	2016

	Hearing is in progress
	58%
	74%
	26%
	45%
	59%
	68%

	The hearing is concluded, waiting for court decision
	7%
	5%
	10%
	19%
	9%
	6%

	The court has not yet scheduled a hearing for the trial
	15%
	5%
	10%
	11%
	5%
	10%

	The verdict is final
	7%
	4%
	26%
	15%
	7%
	4%

	Repeated hearing after eliminating the appellate court decision
	7%
	3%
	3%
	4%
	8%
	8%

	Proceeding is in before second instance/higher court  
	0%
	1%
	17%
	4%
	4%
	1%

	Other
	3%
	1%
	9%
	2%
	8%
	4%

	Don't know 
	3%
	7%
	0%
	0%
	1%
	0%



If we make an average on three of the populations concerned, it is clear that almost two-thirds of the respondents are on the first step of the procedure - hearing. Although the complexity of the case certainly affects the duration of the hearing, the data that follow can not be taken as representative of the speed / efficiency of the process, however, it can serve as indicators of the proceedings' lenght. Taking into account only respondents whose cases are currently at the stage of the hearing, analyzing them by duration of proceedings from starting until the moment of the survey (Table 20), we can see how hearing  is shorter than 12 months for only a third of the natural and legal persons, where situation significantly improved for the group of legal persons since in comparison with 2010, there are significantly fewer of those whose main hearing lasts more than six years. However, although their average lenght improved, the trial still takes between two and six years for more than a third of legal, and almost half of the natural persons. On the other hand, it seems to that lawyers go faster through the primary process is, so we could say that only a third of respondents stated that their main hearing lasts longer than two years.

Table 20. Length of the proceedings for cases in the phase of main hearing
	

	Length of proceedings – in the phase of main hearing

	
	Natural persons
	Legal users
	Lawyers

	
	2010
	2016
	2010
	2016
	2010
	2016

	Up to 6 months
	20%
	13%
	13%
	14%
	15%
	24%

	6 to 12 months
	13%
	19%
	7%
	24%
	27%
	24%

	1 to 2 years
	21%
	17%
	13%
	16%
	29%
	20%

	2 to 4 years
	15%
	16%
	23%
	27%
	12%
	14%

	4 to 6 years
	7%
	8%
	17%
	8%
	7%
	8%

	More than 6 years
	17%
	22%
	23%
	3%
	10%
	8%

	Don't know
	7%
	5%
	3%
	8%
	0%
	1%


Taking into account the duration of any proceedings (and not just those who are still in the phase of main hearing), the results are relatively similar (Table 21). On average, processes last for two years or longer for third of the members of the three groups, with a slight tendency of growth for natural persons. For example, the percentage of respondents from this group whose processes lasted less than 12 months was significantly reduced compared to the results from 2010, while those of Legaland lawyers somewhat shortened but in 2016 the legal entities were significantly more likely to say that their procedures last between 6 and 12 months and significantly less that their proceedings last for 2-6 years, while lawyers state more often that their processes lasting less than 6 months and are significantly less likely to be found with the process lasting six years or longer.
Table 21. Length of the proceedings – all respondents
	
	Length of proceedings

	
	Natural persons
	Legal users
	Lawyers

	
	2010
	2016
	2010
	2016
	2010
	2016

	Up to 6 months
	27%
	14%
	14%
	15%
	17%
	23%

	6 to 12 months
	11%
	18%
	15%
	23%
	20%
	22%

	1 to 2 years
	18%
	16%
	17%
	17%
	21%
	21%

	2 to 4 years
	12%
	15%
	24%
	13%
	15%
	15%

	4 to 6 years
	7%
	7%
	16%
	4%
	8%
	9%

	More than 6 years
	18%
	21%
	15%
	19%
	19%
	10%

	Don't know
	7%
	9%
	1%
	9%
	 
	1%



[bookmark: _Toc454882068][bookmark: _Toc454887584]A huge role in the duration of proceedings certainly plays time that elapses between the start of the proceedings and the first hearing, but also between hearings. Scheduling the first hearing, according to the results of this study, moderately accelerated compared to 2010, although the differences were not statistically significant. A third of the first hearings in 2010 and in 2016 were held within three months of the initiation of the procedure, a minor change for the better can be found in the procedures when the first hearing was held within 3-6 months (27% in 2016, compared with 21% in 2010). What remains problematic in the data related to the initiation of the procedure is the fact that in 2016 one-fifth of respondents stated that the first hearing took place after 12 or more months of the initiation of proceedings.
In terms of load between the two hearings is the same, although the results for lawyers remained relatively similar to those from 2010, the time that natural persons spend waiting between sessions significantly increased (Table 22). While in 2010 almost 40% of respondents from this group stated between waiting the hearing for a month, this year it significantly less frequent, with only 15% of respondents, while waiting between 3 and 6 months significantly increased and is now the most common case. If we compare the observed two populations, the difference between them is clearly visible: while the percentage of natural persons that wait for 3 months or less between the two hearings is about 50%, the percentage of lawyers in the same time interval is approximately 85%.
Table 22. Time elapsed between the last and penultimate hearing – cases in the phase of main hearing
	
	Time elapsed between the last and penultimate hearing

	
	Natural persons
	Lawyers

	
	2010
	2016
	2010
	2016

	1 month
	37%
	15%
	24%
	30%

	2 months
	18%
	17%
	37%
	41%

	3 months
	12%
	15%
	9%
	13%

	3-6 months
	11%
	26%
	19%
	11%

	6-12 months
	11%
	18%
	9%
	4%

	More than a year
	11%
	8%
	3%
	2%


Lawyers whose hearings during the survey were still in progress, we asked what usually happens between the two hearings. Compared with the results from 2010, this year has significantly less downtime and, so to speak, only 31% of surveyed lawyers said that nothing happened between the two hearings. According to this year's results it could be concluded that, in contrast to six years ago, there is a significantly larger organization of judges or discipline of involved parties. Other activities between the two hearings in a quarter of cases relate to declaration of parties (significantly more compared to 2010) and in equal measure (13% for both activities) to expert witnesses and make a statement of the same.
Finally, the duration of the entire process, in addition to the time spent waiting for the first and subsequent hearings, affects the number of visits to court, as well as the amount of canceled hearings. We asked natural and legal personsabout the number of arrivals to the court and, while there are no significant differences with the first, legal entities came to court more often in 2016 for the related procedures (Table 23).

Table 23. How many times in the past three years did you come to this court?
	 
	Number of visits to the court

	
	Natural persons
	Legal persons

	
	2010
	2016
	2010
	2016

	Never, first visit to court
	35%
	34%
	16%
	17%

	2-5 times
	45%
	47%
	52%
	30%

	6-10 times
	8%
	8%
	10%
	13%

	More than 10 times
	12%
	11%
	23%
	40%

	Don't know
	1%
	1%
	 
	 


[bookmark: _Toc454882071][bookmark: _Toc454887587]About a third of the surveyed natural persons in 2010 and 2016, the time of the survey is also the first visit to the court, and an additional 45% visited the court 2-5 times other than that. While there are no significant changes with them in the number of arrivals, legal persons in 2016 were forced to come to court significantly more often in their cases and the percentage of those that were in court more than 10 times almost doubled, amounting to 40%. When asked about the number of hearings held back a month from the time the survey 125 employees of the courts answered. Compared with the results from previous studies, the number of hearings held is not significantly different, and this year there are 58 sessions (2010, there were 51 held), but the average of canceled hearings is significantly lower in 2016 (an average of 4) year compared to 2010 (12 in average).
By questioning the reasons for cancellation of the hearing, the results of 2016 are almost identical to those of 2010. The employees most frequently mentioned reasons on the side of both parties involved (the court and participants) in 57% of cases, fault is attributed to the court in 14% (slightly more than in to 2010 when it was 19%) and to the participants in the proceedings in 19% of cases, which is the same as the percentage in base research. While the number of respondents is relatively low for passing decisive decisions and proposals for improvement (2010 N = 38, 2016, N = 45), it is obvious that the reasons for the cancellation and postponement of hearings is almost exclusively tied to a particular lack of discipline of participants in the judicial process, which is further confirmed by data that only 5% of the hearings in 2010 and 8% in 2016 were canceled for reasons that are not mentioned above.
[bookmark: _Toc454887588]3.4.3. Satisfaction with the work of judges
One of the main objectives of the study is to determine the extent to which different groups of users are satisfied with the services of the judicial authorities, especially the courts, and compare the same with the results from 2010. The survey covers four users of the courts involved in the project: the Pula County Court, Municipal Court in Pula (analyzed together because the number of users surveyed in County Court is too small), the Karlovac Municipal Court and Municipal Court in Split, the Zadar Municipal Court and Municipal Civil Court in Zagreb in the 'control group'. So below is the presentation of results that can not be generalized for all courts in the Republic of Croatia, but they may be indicative of the overall situation and trends, especially on those indicators where there are no major differences among the courts surveyed.
All three groups of users (natural persons, managers and professional users - lawyers) had the opportunity to assess their satisfaction and experience with the work of judges and court officials and the building and other aspects of the functioning of the court in recent cases through a questionnaire. When assessing their experiences users are referred to the specific cases, natural persons for the casethey were in court for on the day of the interview, and managers and lawyers on the most important and most valuable case if they had more cases before the same court at the same time.
Overall experience with the judges in the case on which the reference was made shows that users are generally satisfied with their work (Table 24). Each user group on average evaluated judges with positive evaluations (above the neutral value of 3), whereby the natural persons were on average significantly less satisfied with the work of judges in comparison to 2010.
Table 24. Please rate from 1 to 5 your overall experience with the judge in this case - the average of the groups and cities
	 
	Natural persons
	Legal persons
	Lawyers

	
	N
	Average
	N
	Average
	N
	Average

	Municipal court in Pula
	45
	3,6
	8
	4,1
	14
	3,8

	Municipal court in Split
	220
	3,7
	21
	3,8
	68
	3,9

	Municipal court in Karlovac
	47
	4,1
	8
	2,9
	14
	4,1

	Municipal court in Zadar
	84
	3,9
	9
	3,7
	28
	4,1

	Municipal civil court in Zagreb
	100
	3,6
	34
	3,7
	31
	4

	Total 2010
	291
	4,1
	115
	3,3
	140
	3,7

	Total 2016
	396
	3,8
	46
	3,7
	124
	4



On average, respondents are most satisfied with the judges of the municipal court in Zadar, which are, in groups of natural persons and lawyers significantly better evaluated in comparison with 2010. Significantly worse, in the eyes of natural persons are estimated judges from the municipal courts in Pula and Split which is contributing to significantly lower satisfaction of  judges by natural persons. Analyzing the results it should certainly be noted that the number of respondents - legal persons, in most cases, was not enough for the quality of statistical analysis and, except for that it could bethe reason for the lack of significant changes among the scores of legal persons, assessment by lawyers attributed to judges in Zadar is of questionable significance as well since there were less than 30 surveyed.
In terms of characteristics that respondents most often use to describe judges, the order did not change significantly compared to 2016, as well as the percentage of people who believe that the offered features mainly (4) or completely (5) describe the three judges of the observed group. The characteristics that respondents use on average to describe judges are usually decency and civility, clear and understandable expression, respect for procedures and expertise.
However, a review of changes in percentages within each group (Table 25) further explains the reasons of previously presented lower satisfaction of natural persons. The natural persons in 2016, described judges as competent and polite, professional, clear, impartial and effective significantly less. On the other hand, legal persons and lawyers have not changed significantly in the evaluation of judges and, except for positive change in the efficiency for the first and the expertise for the latter, there are no significant changes compared by years. While the legal person is still on average at least satisfied with the performance of judges (on average less than 60% agree with the above characteristics), and lawyers are still the most satisfied (73% agree with the above characteristics), a significant drop in rating of natural persons (75 % 2010 to 68% in 2016) could indicate an adverse change in respect of judges for people who themselves are not permanent users of the system, but again account for the largest number of Croatian citizens and, as such, have the greatest influence on the opinion of the justice system in general.
Table 25. Percentage of respondents that  said that following characterisics mostly or fully  describe the judges on their case
	
	Natural persons
	Legal users
	Lawyers

	
	2010
	2016
	2010
	2016
	2010
	2016

	Polite and kind
	82%
	73%
	70%
	70%
	80%
	85%

	Speaks clearly and intelligibly
	77%
	73%
	68%
	68%
	73%
	74%

	Follows the procedures
	76%
	72%
	70%
	68%
	75%
	73%

	Professional
	79%
	69%
	59%
	53%
	66%
	77%

	Writes clear and literate decisions
	74%
	66%
	59%
	62%
	64%
	69%

	Unbiased
	72%
	63%
	56%
	57%
	74%
	73%

	Thorough and well prepared
	72%
	66%
	51%
	57%
	66%
	69%

	Understands the life context of the case
	73%
	67%
	49%
	52%
	64%
	71%

	Efficient
	70%
	61%
	38%
	57%
	60%
	66%



Lawyers, as a group of respondents who have the most experience with the judges in the courts participating in the study, we asked to compare the judge in the case that they are taken into account when answering the questionnaire with other judges with whom they met during their career. The results, shown in Figure 17, do not differ significantly between by years: half of the respondents considered their judge is average, and 40% as one of the better ones.
Figure 17. Would you say that the judge on this case is one of the best/average or worse in his court?
[image: ]

[bookmark: _Toc279505935][bookmark: _Toc454887589]3.4.4. Satisfaction with the work of court clerks

As in 2010 the same model was used to test satisfaction of the three groups of users with court officials with whom they were in contact. Results (Table 26) show all three groups of users to be significantly more satisfied with their experience with court clerks than with judges. Such an outcome was expected, given that court clerks (in most cases), unlike judges, do not make decisions against the interest of parties to proceedings nor is their responsibility perceived as the same. The level of satisfaction with natural persons users and lawyers in relation to 2010 is not significantly different. Managers were more dissatisfied six years ago than the other two groups and the level of satisfaction is now equal for all.

Table 26. Satisfaction with the work of court clerks – average grades (General experience on the scale from 1 – Completely dissatisfied to 5 – Completely satisfied; other on the scale from 1 – Does not describe at all to 5 – Completely describes)
	
	Legalusers
	Natural persons
	Lawyers and notaries

	 
	2010
	2016
	2010
	2016
	2010
	2016

	N
	115
	81
	286
	388
	140
	123

	Overall satisfaction with judicial clerks
	3,5
	4,1
	4,3
	4,2
	4,0
	4,2

	Polite and kind
	3,9
	4,4
	4,5
	4,3
	4,2
	4,1

	Professional
	3,6
	4,3
	4,4
	4,3
	4,0
	4,1

	Efficient
	3,4
	4,1
	4,4
	4,3
	4,0
	4,0

	Unbiased 
	3,7
	4,3
	4,4
	4,2
	4,1
	4,2

	They give wanted information accurate and on time
	3,6
	4,1
	4,4
	4,2
	4,1
	4,1



In all three groups, officials of the Municipal Court in Karlovac are rated better than the employees of the other three municipal courts.
Natural users equally evaluated judicial officers on all measured aspects of their work. As of 2010 there are some differences among natural persons - court users surveyed in the study of the general population. As with the judges, the measured characteristics (competence, expertise and providing accurate services and information at the time) there is a significant difference in the scores of natural persons interviewed in the courts and those interviewed in the study of the general population. The latter are quite more critical than the first.
Thus, the average rating for the competence of judicial officers among individuals surveyed in the study of the general population is 3.9, compared to 4.3 among those interviewed in the courts. Of course, in this case fresh experience, without time delay, can be considered a key factor leading to such differences. The differences are even greater in terms of assessment of expertise (3.7 compared to 4.3) and the timely provision of accurate information and services (3.6 compared to 4.2). Performance evaluation of certain aspects of judicial officers as opposed to 2010 is now varies much less and oscillations ar smaller  in all groups.

3.4.5. Satisfaction with the court building and other aspects of court functioning

One of the components affecting the overall impression is rooms in which interaction between court users and judges and court clerks takes place. This aspect is particularly important in the frame of the Project within which this survey is conducted, given that substantial investments into the reconstruction and arrangement of rooms encompassed by this survey were planned as part of the project.  
Rating of satisfaction with premises is significantly worse compared to the survey in 2010, primarily as a result of dissatisfaction with the courts in Split and Karlovac. There are refurbishing the Karlovac Municipal Court currently carried at the moment and the data are expected, but the data on Split points to dissatisfaction of users that is not a reflection of the current situation but the core problem to be addressed.
All three groups only averagely evaluated marks on rooms (Table 27), while other aspects were deemed unsatisfactory. As already noted it is primarily a consequence of poor grades in Karlovac and Split, but also on other courts aspects are now evaluated worse than a score of 2010 (but the difference is not statistically significant) except marking the premises in Pula, which is the only aspect that is now assessed better (Table 28).

[bookmark: OLE_LINK4]Table 27. Satisfaction with rooms in courts – average grades (On the scale from 1 – Does not describe at all to 5 – Completely describes) – by the type of users
	
	Average for all three groups
	Legalusers
	Natural persons
	Attorneys and notaries

	 
	2010
	2016
	2010
	2016
	2010
	2016
	2010
	2016

	N
	
	
	114
	81
	291
	389
	138
	124

	Rooms are appropriately arranged and comfortable
	3,2
	2,5
	3,2
	2,7
	3,4
	2,4
	3,1
	2,4

	Rooms are appropriately equipped
	3,2
	2,5
	3,1
	2,7
	3,4
	2,4
	3,2
	2,4

	Rooms are well marked and it is easy to get around the building
	3,8
	3,1
	3,7
	3,5
	3,9
	2,9
	3,9
	2,9



 
Table 28. Satisfaction with rooms in courts – average grades (On the scale from 1 – Does not describe at all to 5 – Completely describes) – by courts (all three types of users)
	 
	Municipal and County Court in Pula
	Municipal Court in Split
	Municipal Court in Karlovac
	Municipal Court in Zadar
	Municipal Civil Court in Zagreb

	N
	101
	306
	67
	120
	131

	Rooms are appropriately arranged and comfortable
	4,0
	1,8
	2,2
	3,5
	2,8

	Rooms are appropriately equipped
	4,0
	1,8
	2,5
	3,4
	2,8

	Rooms are well marked and it is easy to get around the building
	4,1
	2,5
	2,6
	3,9
	3,9



One of the aspects of court functioning not directly related to the work of court clerks is the issue of fast and successful delivery of judicial documents. Delivery of judicial documents is an important element of court proceedings and defects in that aspect can prolong court proceedings. Since professional users are best informed about the way delivery of judicial documents functions in particular courts, we asked them to rate that aspect. Results (table 29) show that attorneys are on average relatively satisfied with the functioning of the delivery of judicial documents; however, since there is a certain number of dissatisfied ones, i.e. the ones who are not completely satisfied, there is room for improvement, and in both aspects so (speed and successfulness).
Table 29. Satisfaction with the delivery of judicial documents – average grades (on the scale from 1 – Does not describe at all to 5 – Completely describes) – by courts (only attorneys and notaries)
	
	Sample
	Court

	 
	Attorneys and notaries)
	Municipal and County Court in Pula
	Municipal Court in Split
	Municipal Court in Karlovac
	Municipal Court in Zadar
	Municipal Civil Court in Zagreb

	 
	2010
	2016
	2010
	2016
	2010
	2016
	2010
	2016
	2010
	2016
	2016

	N
	139
	123
	47
	15
	60
	68
	18
	12
	14
	28
	31

	Mail delivery is transparent
	3,8
	3,8
	4,1
	3,9
	3,8
	3,8
	3,8
	4,4
	3,1
	3,8
	3,8

	Mail delivery is often unsuccessful
	2,6
	2,4
	2,3
	3,0
	2,6
	2,2
	2,4
	1,9
	3,4
	2,7
	2,8






One of the components of court functioning is holding hearings and meetings at the exact time they were scheduled. We asked natural persons and professional users, who were surveyed primarily in courts upon finishing whatever it was they came to the court for, about adherence to scheduled appointments. 
[bookmark: _Toc279505937]Still the vast majority are pre-scheduled terms (88% for natural persons and 84% for professionals) and coming without a term is more frequent for professionals. ¾ users were called in time compared to 2010 showing improvement for managers, while natural persons remained at the same level.
[bookmark: _Toc454887591]
3.4.6. Overall experience with a court

In the end, the most important measure of users’ satisfaction with courts is their overall feeling. Therefore, after rating their satisfaction with individual aspects, we asked all three groups of users to give an overall assessment of their experiences with the court regarding the case they took into account when participating in this survey (professional users and managers could choose the most valuable case or the case with the highest sentence in the particular court). 
The overall level of satisfaction of users from all three groups (Table 30) is slightly lower than the results by individual aspects (judges, court clerks, rooms). The average grade for overall satisfaction, on   the scale from 1 to 5, in all three groups is between the neutral grade (3 - neither satisfied nor dissatisfied) and moderate satisfaction (4 – mostly satisfied). 
The lowest average rating (3.2) for total experience was given by natural persons. The overall assessment of the courts has changed significantly in courts in Karlovac (decrease in satisfaction) and Zadar (with increased satisfaction) compared to 2010. Greatest satisfaction is expressed by lawyers and notaries, same as 6 years ago.
The fact that lawyers were more satisfied with the overall experience in courts compared to parties to proceedings (managers representing business entities natural persons) is understandable given the fact that participation in court for them is a routine, everyday activity. On the other hand, for managers and natural persons going to court and participation in a proceeding represents an extraordinary and stressful situation, regardless of which party to the proceeding they belong to (the claimant or the defendant). Unlike attorneys, they have something to lose in a particular proceeding. Therefore, the importance of a proceeding is by far greater for 'ordinary' users than it is for professional users for whom participation in court proceedings is part of their job. 




Table30. Overall satisfaction with court – average grades (on the scale from 1 – Completely dissatisfied to 5 – Completely satisfied)
	 
	N 2010.
	N 2016.
	2010.
	2016.

	Total
	543
	567
	3,5
	3,4

	Managers
	115
	47
	3,3
	3,4

	Natural persons
	288
	396
	3,5
	3,2

	Attorneys and notaries
	140
	124
	3,7
	3,7

	Municipal and County Court in Pula
	114
	67
	3,8
	3,8

	Municipal Court in Split
	241
	309
	3,2
	3,3

	Municipal Court in Karlovac
	107
	69
	4,0
	3,1

	Municipal Court in Zadar
	81
	122
	3,2
	3,8

	Municipal Court in Zagreb
	_
	100
	_
	3,5



Looking at the courts surveyed, we found that users of municipal courts in Split and Karlovac are least satisfied, while Pula and Zadar users are most satisfied. Municipal Civil Court in Zagreb is placed in the middle. Overall customer satisfaction of Municipal Court in Zadar has increased primarily because of shift from neutral assessment to moderate satisfaction.
We asked all three groups of users, in open ended question to indicate positive and negative aspects of their experiences in court, with the assessment made by the scales of assessment (Table 31). Lawyers and managers in particular emphasise the work of judges, while that aspect is rarely pointed out by natural persons. Lawyers usually point out expertise of staff, and other two groups are doing it a lot less. The promptness that was one of the aspects that was often emphasised in 2010 is not so pronounced now. Kindness of personnel remained at the same level among professional and business users, and increased significantly among natural persons. The work of judges stands out more often as a positive thing in the courts in Zagreb and Split. Users of MC Zagreb point out kindness of the staff as a positive aspect.



Table 31. Please name three good and  positive things about this court
	 
	Legalusers
	Natural persons
	Attorneys and notaries

	 
	2010
	2016
	2010
	2016
	2010
	2016

	N
	115
	47
	291
	396
	140
	124

	Pleasant personnel
	22,6%
	19,1%
	13,0%
	29,0%
	17,0%
	19,0%

	Comments on the rooms / decoration
	8,7%
	2,1%
	7,0%
	22,0%
	13,0%
	5,0%

	Positive comments regarding judges
	10,4%
	31,9%
	13,0%
	15,0%
	18,0%
	25,0%

	Updating / Speed of resolving the cases
	27,8%
	21,3%
	11,0%
	9,0%
	30,0%
	14,0%

	Expert / quality personal
	13,9%
	10,6%
	6,0%
	9,0%
	13,0%
	26,0%

	The just attitude of the staff
	8,7%
	10,6%
	10,0%
	8,0%
	16,0%
	4,0%

	Organization of work / organization
	1,7%
	14,9%
	2,0%
	5,0%
	6,0%
	3,0%

	Compliance procedures / proper performance of duties
	4,3%
	8,5%
	1,0%
	2,0%
	2,0%
	 

	Writing office
	2,6%
	0,0%
	1,0%
	1,0%
	2,0%
	10,0%

	Impartiality / objectivity
	4,3%
	2,1%
	1,0%
	1,0%
	 
	 

	Efficiency
	4,3%
	2,1%
	1,0%
	1,0%
	2,0%
	4,0%

	Thoroughness
	4,3%
	 
	1,0%
	 
	1,0%
	2,0%

	Location
	 
	 
	 
	 
	 
	19,0%

	Collegiality
	 
	 
	 
	 
	 
	11,0%

	Land Registry office
	3,5%
	4,3%
	 
	 
	4,0%
	2,0%

	Dostupnost informacija
	 
	 
	 
	 
	 
	6,0%

	All is well / all right
	1,7%
	4,3%
	6,0%
	3,0%
	3,0%
	1,0%

	Nothing\Everything is bad
	27,0%
	12,8%
	16,0%
	3,0%
	2,0%
	1,0%

	Other
	7,8%
	27,7%
	3,0%
	6,0%
	5,0%
	11,0%

	Don't know
	11,3%
	6,4%
	31,0%
	29,0%
	22,0%
	15,0%



As for the negative factors, the majority of respondents spontaneously mentioned complaints related to the duration of the case (speed and time between the sessions). It was the most frequently cited negative aspect in 2010 as well, which is now more often mentioned by natural persons which was not the case in 2010 (Table 32). One aspect that has not been cited so often in 2010, and now stands out as the problem of environment and space and problem of location. As part of subsidiaries was cancelled or merged with the main courts, this information is certainly not surprising. Managers say they are dissatisfied with the judges significantly more than before which is not necessary consequence that they are dissatisfied with their work but can result from dissatisfaction with the judgment.






Tablle 32. Please name three negative things about this court
	 
	Legalusers
	Natural persons
	Attorneys and notaries

	 
	2010
	2016
	2010
	2016
	2010
	2016

	N
	115
	47
	291
	396
	140
	124

	Speed
	48,7%
	44,7%
	29,0%
	44,0%
	27,0%
	25,0%

	Environment, rooms
	13,0%
	25,5%
	9,0%
	25,0%
	14,0%
	24,0%

	Location, far away, bad connections
	7,8%
	10,6%
	4,0%
	17,0%
	4,0%
	22,0%

	Judges
	12,2%
	25,5%
	6,0%
	10,0%
	8,0%
	8,0%

	Corruption
	2,6%
	4,3%
	5,0%
	7,0%
	1,0%
	2,0%

	Clerks, politeness clerks
	6,1%
	6,4%
	3,0%
	6,0%
	4,0%
	3,0%

	Laws, compliance
	4,3%
	4,3%
	3,0%
	6,0%
	3,0%
	1,0%

	Education of judges, professionalism
	11,3%
	6,4%
	2,0%
	4,0%
	18,0%
	4,0%

	Land Registry office
	 
	 
	 
	 
	7,0%
	2,0%

	Work organisation
	4,3%
	 
	6,0%
	3,0%
	11,0%
	4,0%

	Failure to follow the evidence
	4,3%
	 
	3,0%
	3,0%
	 
	 

	Bias
	2,6%
	4,3%
	1,0%
	3,0%
	2,0%
	2,0%

	Politics influence
	1,7%
	 
	2,0%
	2,0%
	 
	 

	Availability of information
	3,5%
	 
	 
	2,0%
	 
	2,0%

	Increase discipline oft he parties
	4,3%
	 
	 
	 
	 
	11,0%

	IT equipment
	1,7%
	 
	 
	 
	 
	4,0%

	Court personnel relationships (Judge – lawyer)
	1,7%
	2,1%
	 
	 
	4,0%
	4,0%

	Everything is bad
	2,6%
	 
	3,0%
	1,0%
	1%
	 

	Nothing, everything is ok
	7,0%
	4,3%
	12,0%
	3,0%
	8,0%
	5,0%

	Other
	7,8%
	21,3%
	18,0%
	18,0%
	9,0%
	14,0%

	Don't know
	7,0%
	2,1%
	26,0%
	18,0%
	16,0%
	19,0%



[bookmark: _Toc454887592]3.4.7. Costs of legal proceedings

In the last six years there has been significant progress in the cost of the process. Still according to the assessment of the natural persons, equal portion of their total costs are the costs for the lawyer and court fees, while the share of costs for expert witnesses is the smallest, as a result of the fact that in a significant number of cases, experts do not participate. Also in cases in which costs were lower (up to 1500 HRK), biggest share are court fees, while in cases where the total cost was higher (over 3,000 HRK) dominant share are lawyers' fees.

Figure 18. Estimate of costs of legal proceedings
[image: ]

Figure 19. Rating amount of costs
[image: ]


Figure 20. Distribution of costs
[image: ]

The change has occurred in the perception of high costs. 5% of respondents assessed their costs as low (no one had estimated them as such in 2010) and almost 40% of them see them as appropriate. Accordingly, half of the respondents perceived their costs to be too high (as opposed to 70% of users in 2010). While in 2010, half of those who have had costs of 1500 HRK considered them too high, this year it is only 30% of such users. It is similar with users whose cost amounted to 3000 HRK - now almost 60%  considered them appropriate costs, which six years ago was considered by only 20% (the other 80% thought they were too high). The reason for this perception could be the fact that in the last six years the cost of living generally increased due to inflation, and if the cost of the processes remained the same, they are now more adequite.
13% of respondents have sought exemption from court fees in 2016 compared with 15% in 2010. It seems that the knowledge on the subject of exemption from court fees as a result of lower socio-economic status remain low.
Least frequently sought exemption was in the Municipal Court in Split. Nearly half of those who have requested exemption are also getting approval which is more than 6 years ago. However, it is a small number of natural users (33 of them who sought approval in 2010 and 2016) so it is difficult to conclude that this is a significant shift.

Figure 21. Approved exemption from court  fees
[image: ]
[bookmark: _Toc279505939][bookmark: _Toc454887593][bookmark: _Toc279505940]
3.4.8. Business sector experiences with commercial courts

Of the total 179 surveyed Legalusers 46 or 37% have been a party to any judicial proceedings in the Commercial Court in the last three years. This is a slightly smaller share than in the sample from 2010, when 44% of the surveyed companies were party before the Commercial Court. Of the companies that had experience with commercial courts in the past three years, the highest number were a party in a civil action in the last proceeding before a commercial court (54%), or in enforcement proceedings (33%). After that, each with 4% are entries in the register of companies and bankruptcy. Compared to 2010, this year there are more companies in the sample participating in litigation (39% in 2010), and less of those who were enrolled in the registers (13% 2010).

Figure 22. Types of cases in commercial courts
[image: ]
In 30% of cases judgment was issued in the first instance; in 24%  the judgment is final; while in 46% of the surveyed cases first instance proceedings are still in progress. Among finished proceedings, 25 in the sample, the relative majority (36%) lasted for 6 months or less. But there is still a considerable number of cases (32%) that lasted two years or longer, and 28% of them lasted one to two years.

Figure 23. Completeness of cases before the commercial courts
[image: ]
Figure 24. Duration of cases before the commercial courts
[image: ]
Among the enforcement proceedings vast majority (64%) is unfinished and 18% completed (N = 22), most of them lasted up to 6 months (32%), 23% of them took between six months and two years, and 27% of them lasted more than two years. Apart from increased answer "do not know", there are no significant changes compared to 2010.

Figure 25. Completeness of enforcement proceedings before commercial courts
[image: ]
Figure 26. The duration of enforcement proceedings before the commercial courts
[image: ]
Among these 22 enforcement proceedings  that were completed in the sample, 6 respondents claimed that they managed to collect debts in full, 6 had partially receivable collection, and an equal number of them failed to collect debts, while 4 respondents were unable to answer. Also, 32% of respondents were not able to estimate the direct costs of the proceedings as a proportion of the total cost of claims. In 32% of cases, however, there are about 24% of procedures where costs are 20% or more of receivables.
Figure 27. Debt collection success in courts
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Figure 28. The share of direct costs in the value of claims
[image: ]
About 14% of respondents consider tightening the law would make enforcement proceedings faster and easier, but just as much thought work of the court should be faster  the and procedure simplified.

Figure 29. How to accelerate and facilitate the enforcement proceedings
[image: ]
When it comes to the satisfaction experienced in the last process, which surveyed companies led before the competent commercial courts, the results show that the majority of 65% of respondents are satisfied with the judge, while 15% are dissatisfied. Average satisfaction on a scale from 1 to 5 was 3.8, while in 2010 it amounted to 3.4, which is not statistically significant increase. It is necessary to take into account the very small samples, especially in 2016, which prevent finding significant differences. For example, if we compare the satisfaction of the companies with judges at municipal courts (3.7), with satisfaction with judges in commercial courts (3.8) we also do not find a statistically significant difference. There are only 23 companies in the sample that had experience with both types of courts, and only justified to conduct an analysis on them.

Figure 30. Overall satisfaction with judges
[image: ]
The table below shows the differences between commercial courts, but it is particularly necessary to take into account the very small subsamples, so none of the differences were statistically significant.

Table 33. Overall satisfaction with judges - average by court and year
	Court
	N
	Average

	Commercial court in Pazin
	6
	3,5

	Commercial court in Split
	21
	3,9

	Commercial court in Karlovac
	6
	3,3

	Commercial court in Zadar
	13
	3,9

	Commercial court in Zagreb
	34
	3,5

	Total 2010
	108
	3,4

	Total 2016
	46
	3,8



When it comes to the satisfaction with court official with whom they were in contact, there is no change compared to 2010, which means that satisfaction remains high. Approximately 2/3 of respondents were satisfied, and 9% were dissatisfied, while the average score is 3.8 (3.7 in 2010). Differences between individual courts in the sample are not statistically significant here either, nor is the difference between satisfaction with officers of commercial courts and officials of municipal courts (4.0).

Figure 31. Overall satisfaction with court officials
[image: ]

Tablica 34. Overall satisfaction with court officials – average by court and year
	Court
	N
	Average

	Commercial court in Pazin
	6
	3,7

	Commercial court in Split
	21
	4

	Commercial court in Karlovac
	6
	3,7

	Commercial court in Zadar
	13
	3,9

	Commercial court in Zagreb
	34
	3,8

	Total 2010
	108
	3,7

	Total 2016
	46
	3,8



Finally, we measured the overall satisfaction with the court where people were asked to consider the relationship of judges and court officials, space and communication with them. The results again show no significant change from 2010. Then the average score was 3.7 while this year is 3.8. In 2016 there was total of 71% satisfied and 16% dissatisfied. Compared with the overall satisfaction with municipal courts (3.4 in 2016) the total satisfaction with commercial courts is significantly higher. But despite a statistically significant difference, we emphasize again that there are only 23 companies that had experience with both courts and it is becouse of such a small sample unjustifiable to draw any firm conclusions.
 
Figure 32. Total satisfaction with the court
[image: ]
Table 35. Total satisfaction with the court – average by the court and year 
	Court
	N
	Average

	Commercial court in Pazin
	6
	3,8

	Commercial court in Split
	21
	3,8

	Commercial court in Karlovac
	6
	3,2

	Commercial court in Zadar
	13
	4,3

	Commercial court in Zagreb
	34
	3,5

	Total 2010.
	108
	3,6

	Total 2016
	46
	3,8


[bookmark: _Toc454887594]


3.5. Satisfaction of employees in the judicial system

In accordance with the objectives of the research in 2016 and 2010 to obtain a complete picture of the perception of the work and functioning of the judicial system in Croatia it was important to examine the experiences and attitudes of employees themselves within the judicial system and to determine what has changed in their perception. Testing conditions, job satisfaction and work environment was one of the main objectives of the research among employees of the judicial bodies covered by this Project as it is of extreme importance to see whether there has been a change of employee satisfaction and organizational climate.

[bookmark: _Toc279505941][bookmark: _Toc454887595]3.5.1. Perception of employees’ workload in the judicial system

One of the goals of this survey was to get insight into how loaded with everyday, regular work employees feel through the number of cases they work on.  
Number of cases on which half of the employees currently work on at the same time is the number of cases they usually work on. A smaller part of the employees, 9 percent of them, believe that the current number of cases is less than usual, while the ¼ employee think that number of cases on which they are currently working on is higher than usual. The perception of the workload in relation to research from 2010 stayed at the same level, that has not changed. Employees with a higher number of cases often report that they are currently overloaded, i.e. working on a larger number of cases than usual.
Given that some of the bodies and certain positions within the covered judicial authorities were represented by a relatively small number of employees, in most cases the differences are not statistically significant, but they indicate the differences that employees are report with regard to the type of work they do or considering in which judicial body they work. Employees of the Municipal and County Attorney's Office in Pula, as well as employees of the Municipal Court in Pula are somewhat more likely to report that they are currently working on more cases than usual. Also, even though they are numerically represented in small numbers, employees who work on non-contentious matters are currently working on more cases than usual.
Number of cases on which are currently working for half of the employees in their opinion, is greater than the optimum, which means they have a sense of overload. Larger load is stated by employees of the Municipal and County Attorney's Office in Pula, as well as employees of the Municipal Court in Zagreb, and employees working on enforcement cases.
Similar to 2010 (41%), employees state that the main reason of a large number of cases is because of too few employees of the same status (40%). In comparison with 2010, in 2016 employees mention uneven distribution of cases more (2010, 13% vs. 2016, 31%), and insufficient number of employees (2010, 19% vs. 2016, 26%). In 2016 large number of old and unresolved files is quoted les as a reason (2010, 32% vs. 2016, 21%). A small part of employees (9%) believe that now operate less than optimally. As reasons for the lower load is smaller inflow of cases in recent years (51%) and uneven distribution of cases (36%). About a third of employees consider to have the optimal level of load.
About half of the employees who currently have the usual number of cases indicate that this number is higher than optimal demonstrating a long-term overload at ¼ of employees in general.

Figure 33. Would you say the number of cases you currently work on is your average load or differs from your average load?
[image: ]


Figure 34. Is that number of cases
[image: ]



Table 36. Current number of cases compared to average number of cases
	
	N
	Smaller than optimal
	Optimal
	Bigger than optimal
	No answer

	Would you say the number of cases you currently work on is your average load or differs from your average load?
	 Less than average
	61
	62,3%
	14,8%
	14,8%
	8,2%

	 
	 Average
	334
	5,1%
	44,9%
	44,9%
	5,1%

	 
	Larger than average
	165
	,6%
	2,4%
	92,7%
	4,2%

	 
	Don't know
	62
	 
	1,6%
	3,2%
	95,2%



Table 37 Estimation of optimal number of current number of cases – according to professional characteristics  
Would you say this number of cases is... – by professional characteristics
	
	N
	Smaller than optimal
	Optimal
	Bigger than optimal
	No answer

	Sample
	Court Employees
	622
	9,0%
	26,4%
	50,5%
	14,1%

	Type of judicial authority
	Court
	440
	9,1%
	25,9%
	53,6%
	11,4%

	 
	Attorney's office
	152
	7,9%
	27,6%
	46,7%
	17,8%

	Working place
	Judge 
	62
	16,1%
	19,4%
	62,9%
	1,6%

	 
	Court clerks
	378
	7,9%
	27,0%
	52,1%
	13,0%

	 
	Attorney's office official 
	60
	11,7%
	23,3%
	58,3%
	6,7%

	 
	Clerks in Attorney's office 
	92
	5,4%
	30,4%
	39,1%
	25,0%

	Judicial authority  
	Municipal court in Pula
	70
	14,3%
	27,1%
	47,1%
	11,4%

	 
	Municipal court in Split
	127
	7,9%
	33,1%
	52,0%
	7,1%

	 
	Municipal court in Karlovac
	28
	3,6%
	32,1%
	46,4%
	17,9%

	 
	Municipal court in Zadar
	47
	12,8%
	34,0%
	31,9%
	21,3%

	 
	Attorney’s office in Pula
	44
	4,5%
	27,3%
	59,1%
	9,1%

	 
	Attorney’s office in Karlovac
	42
	7,1%
	26,2%
	50,0%
	16,7%

	 
	State attorney’s office of the Republic of Croatia RH – Central office Zagreb
	31
	9,7%
	29,0%
	35,5%
	25,8%

	 
	The Office for the Suppression of Corruption and Organized Crime (USKOK)
	50
	8,0%
	28,0%
	40,0%
	24,0%

	 
	Municipal court in Zagreb
	183
	9,3%
	17,5%
	59,6%
	13,7%

	Type of cases 
	Criminal cases
	145
	12,4%
	27,6%
	55,9%
	4,1%

	 
	Civil cases
	207
	11,1%
	27,1%
	57,5%
	4,3%

	 
	Enforcement case
	107
	8,4%
	27,1%
	61,7%
	2,8%

	 
	Out-of court cases
	29
	6,9%
	31,0%
	48,3%
	13,8%

	 
	Land-registry case
	19
	5,3%
	47,4%
	36,8%
	10,5%

	 
	Other
	31
	3,2%
	41,9%
	54,8%
	 

	 
	Don't know
	84
	2,4%
	9,5%
	11,9%
	76,2%




Figure 35. What are the reasons you currently have a number of cases higher than optimal?
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Figure 36. What are the reasons you currently have number of cases leser than optimal?
[image: ]
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[bookmark: _Toc454887597]3.5.2. Perception of advantages and disadvantages of judicial bodies

One of the methods for measuring employee satisfaction includes open-ended questions that enable employees freely to name positive and negative aspects of their job and the authority they work at. Such questions were asked in this survey as well, before questions in which employees were asked to assess their satisfaction using a set of indicators. 
Interpersonal relationships and workplace were most often spontaneously mentioned as the strong points of the judicial body respondents work at. Interpersonal relationships are even more emphasized in repeated survey (2010.,18% vs 2016.,24%). 
Professional quality that are still emphasized are good organization of work, employee expertise and hard work of employees (all at 8%, there is no difference compared to 2010). Of the elements that are directly related to job satisfaction, respondents cite regular salaries, job security and social reputation and importance of work. Interpersonal relationships as well as 6 years ago is stated as an advantage by employees of state law authorities surveyed (especially USKOK and courts in Pula), while this share is significantly lower among the employees of the courts.
Disadvantages that employees usually spontaneously cite is the lack of working space (2010, 12% vs. 2016, 20%), working conditions (2010, 8% vs. 2016, 14%), low salaries (2010, 12% vs. 2016, 14%), and lack of organization of work (2010, 9% vs. 2016, 13%). Lack of staff as well as 6 years ago was mentioned more often by employees USKOK. At the same time more often than others cite lack of space. Small wages are more often mentioned by employees of the Municipal Civil Court in Zagreb.


Figure 37 What would you point out as strong points of the authority you work in? What would you point out as good characteristics of this authority? (open-ended question)
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Figure 38 What would you point out as disadvantages of the authority you work in? (open-ended question)
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3.5.3. Satisfaction with working conditions and the workplace

All employees of judicial bodies included in the survey who voluntarily agreed to participate in the survey were asked to assess their satisfaction with 24 different aspects of their job and the organizational climate they work at. In addition, they had to choose aspects of their job and the organizational climate that they consider particularly important and those they consider less important than others. 
Employees are most satisfied with the quality of interpersonal relationships, the expertise of their superiors, relationship of supervisors towards them as well as interesting work and fixed-time. As in 2010, interpersonal relationships are still very important component of the relationship to work. This is an aspect which employees spontaneously point out as the positive side of the job and it is also a component with which most employees are satisfied. Interviewed employees are on average mostly satisfied with the three above-mentioned aspects of their work, because the average score on them is near 4. Ranking aspect of jobs is very similar to the one 6 years, but may be seen that satisfaction rating of almost all measured aspects is lower than 6 years ago which indicates a greater level of criticism towards aspects of the job and generally significantly lower level of satisfaction with them.
On the other hand, employees are the least satisfied the system of determining salaries and incentives and with their salaries, but also with professional training and learning opportunities and with it related promotion opportunities. It can be said that employees of the judicial bodies included in the survey are on average more dissatisfied with these aspects of their jobs compared to 2010. 
As the most important aspects of satisfaction with working in a judicial body, employees most often mention salary, quality of interpersonal relationships and organization of work. Elements that are the least important to them are reputation of profession in society, social significance of the job and size of the workplace.   


Table 38. Satisfaction with certain aspects of workplace (average grade on the scale from 1 – completely dissatisfied to 5 – completely satisfied) and the percentage of respondents to whom certain aspect is important/unimportant
	
	Average satisfaction
	Three most important
	Three least important

	
	2010.
	2016.
	2010.
	2016.
	2010.
	2016.

	Quality of interpersonal relationships with intermediate colleagues
	4,1
	3,8
	33%
	34%
	1%
	2%

	Expertise of immediate superiors
	4,1
	3,7
	14%
	13%
	5%
	6%

	Immediate superior's relation with me
	4,1
	3,6
	7%
	7%
	5%
	1%

	Interesting job
	3,9
	3,6
	13%
	15%
	11%
	14%

	Social significance of the work I do
	3,9
	3,4
	7%
	4%
	21%
	35%

	Fixed working hours without overtime
	3,8
	3,6
	12%
	12%
	25%
	23%

	Possibility of direct and open communication with the superiors
	3,7
	3,3
	8%
	10%
	2%
	5%

	Job security
	3,5
	3,1
	19%
	19%
	4%
	1%

	General quality of interpersonal relations within the authority
	3,4
	3
	21%
	26%
	5%
	5%

	Organization of work
	3,4
	3,1
	26%
	22%
	1%
	1%

	Size of the workplace (office, courtroom etc.)
	3,4
	2,4
	3%
	4%
	40%
	36%

	Workspace equipment (computers etc.)
	3,4
	3
	6%
	4%
	6%
	6%

	Possibility of using knowledge and skills
	3,4
	3,1
	6%
	6%
	4%
	3%

	Cleanliness and orderliness of workplace
	3,3
	2,6
	1%
	5%
	17%
	14%

	Awareness of the events in the authority
	3,3
	3
	1%
	0%
	19%
	24%

	Level of work loads
	3,2
	3
	9%
	12%
	8%
	7%

	Awareness of the development of system in a whole
	3,1
	2,7
	0%
	1%
	29%
	29%

	Reputation of my profession in the society
	3,1
	2,7
	2%
	2%
	29%
	38%

	Uniform distribution of work
	3,1
	2,7
	8%
	8%
	7%
	3%

	Recognition for a job well done
	2,9
	2,5
	8%
	8%
	14%
	12%

	Promotion opportunities
	2,6
	2,1
	14%
	17%
	8%
	9%

	Professional training and learning opportunities
	2,6
	2,2
	14%
	10%
	4%
	3%

	Salary
	2,4
	2
	48%
	54%
	5%
	2%

	System of determining salaries and incentives
	2,4
	1,9
	11%
	12%
	5%
	4%

	No answer
	
	
	3%
	2%
	6%
	6%



Based on data about employees’ satisfaction with specific aspects and the importance they attribute to each aspect, it is possible to group all measured aspects of satisfaction with workplace and organizational climate into four groups of attitudes toward work. Aspects with which employees are satisfied above average and which they consider more important than average can be put into the group 'sources of satisfaction with the workplace’. On the other hand, aspects with which employees are on average dissatisfied, but consider them important above average, can be put into the group 'sources of dissatisfaction with the workplace'. Aspects with which employees are above average satisfied, but consider them below average important constitute the group of 'good sides of the workplace'; however, these good sides of the workplace are not sources of high level of positive feelings, but can come in handy as an additional argument to stay at the current workplace in case of an alternative offer. Aspects with which employees are above average satisfied, yet consider them below average important are currently not a source of great dissatisfaction, but can be an additional argument for making a decision to change jobs in case of an alternative offer. For that reason, they could be called 'bad sides of the workplace'. 
Other aspects relating to the organizational climate and interpersonal relationships can be classified as sources of job satisfaction as well as general quality of human relationships and to a certain extent organization of work.
Interpersonal relationships with immediate colleagues are the most important source of satisfaction with the workplace, as evident from the fact that this aspect of the workplace is the one employees are on average satisfied with and consider it one of the most important aspects. Other aspects related to organizational climate and interpersonal relationships, such as quality of interpersonal relationships in general and, to a certain extent, organization of work, are also sources of satisfaction with the workplace. Expertise of immediate superiors is on the border of source of satisfaction and good sides of the workplace. Source of satisfaction also includes job security and interesting job.
On the other hand, the greatest source of dissatisfaction with workplace is salary, namely this aspect with which the respondents are least satisfied, and is also the aspect which they consider most important. The sources of dissatisfaction include questions of advancement opportunities, but importance of this aspect is much lower compared to the salary, although the level of discontent is equal.
Good sides of the workplace, i.e. aspects that employees are above average satisfied with but which are not above average important, include reputation of the profession in the society, social significance of the work they do, relation with immediate superiors and the possibility of direct and open communication with the superiors as well as fixed hours. 
Compared to the previous survey, this group has increased, but even five elements located at the edges of the quadrant and are on the verge of crossing the wrong side of the job.
Disadvantages of work, are mede of items that are not sources of acute dissatisfaction, but could in certain circumstances become, and they are primarily determined by the system of salaries and remuneration. These also include reputation of the profession rating, rating even distribution of work, the ability to obtain recognition for a job well done and work space.


Figure 39 Perception map – satisfaction with certain aspects of workplace according to the most important aspects
[image: ]

Characteristics that make up the "Sources of satisfaction with the job" quadrant:
1 – Quality of interpersonal relationships with intermediate colleagues
2 – General quality of interpersonal relations within the authority
3 – Expertise of immediate superiors (bordering quadrant "Good sides of the job")
4 – Organization of work
12 – Interesting job
17 – Job security

Characteristics that make up the "Sources of dissatisfaction with the workplace" quadrant:
10 – Salary
8 – Promotion opportunities 

The characteristics that make the quadrant: "Good sides of the job":
20 - The level of workload
24 - Fixed working hours (on the border with quadrant "source of pleasure")
18 – Possibilty to use of knowledge and skills
15 - informed about events in the body
20 - The level of workload
7 - Equipment of workspace
13 - The social importance of work
14 - The attitude of direct managers
23 - The possibility of a direct and open communication with superiors

The characteristics that make the quadrant: "Disadvantages of work":
6 - Size of working space
9 - Possibility of professional development
5 - Cleanliness and tidiness of work environment
11 - The system for determining salaries and remuneration (on the border with quadrant "sources of discontent")
16 - Being informed about the development of the system as a whole
19 - The reputation of the profession
21 Even workload
22 - Recognition for a job well done

Employees rated their satisfaction with specific aspects of their job. Based on 24 aspects of satisfaction, five key components of satisfaction with the job and organizational climate were formed using factor analysis:

· "Interpersonal relationships and system of information" – This component is primarily comprised of aspects of organizational climate, in terms of interpersonal relationships with  superiors and colleagues, appreciation of immediate superiors because of their expertise, quality relationships with superiors and awareness of the events in the authority and the system as a whole. 
· "System of incentives and promotion" – This component comprises satisfaction with salary, system of determining salaries and incentives and professional training and learning opportunities. In other words, this dimension includes aspects directly related to rewarding and promotion.  
· "Physical aspects of working enviroment" – This dimension is comprised of physical features of the workplace, such as size of the workplace, workplace equipment and cleanliness and orderliness.   
· "Level of work load" – This dimension of satisfaction is comprised of satisfaction with fixed working hours, overall level of work load and uniform distribution of work. 
· "Interesting job and reputation of job" – This component is comprised of intrinsic rewards for job performance, in terms of interesting job, possibility of using knowledge and skills and reputation of the profession in the society . 


The components of job satisfaction are not substantially changed in the past six years. Particle "job security" was an independent component then, and now it has not proved discriminatory and is omitted from the analysis.
Based on such conceived dimensions of job satisfaction and organizational climate, it is possible to get a complete insight into the satisfaction of employees of covered judicial authorities. There is an equal level of satisfaction with components of social importance of work, interpersonal relationships and the level of workload.
The employees are least satisfied with the system of remuneration and promotion, with an average score of 2.0, which suggests that there is great dissatisfaction in this area. The physical aspects of the workplace also present a source of frustration. All components are rated lower than six years ago, as it has already been observed in the evaluation of individual aspects.

Figure 40. Average satisfaction grade by components
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Employees of state law authorities surveyed are on average slightly more satisfied with interpersonal relationships and system of information in relation to the surveyed employees of courts (average score of 3.5 compared to 3.0; p <0.05).
There were no differences between satisfaction with physical aspects of the job and the level of workload between courts and state attorney's bodies. The most satisfied employees with physical aspects of the job are in SAO Central Office.
As of 2010 surveyed employees of state law authorities are on average slightly more satisfied with the system of rewards and promotions in relation to the surveyed employees of courts (average score of 2.5 compared to 2.1; p <0.05). Among the employees in courts, there are also significant differences between judges and court officials, where the judges were somewhat satisfied with the system of rewards and promotions in relation to officers (2.3 compared to 1.6; p <0.05). The same situation is repeated among employees in state law bodies, in which the officials (State Attorneys and their deputies), on average, are more satisfied with the system of rewards and promotions in relation to the state attorney's officers (3.4 compared to 1.6; p <0, 05). In other words, judicial officials are more satisfied, but not necessarily satisfied with the system of remuneration and promotion in relation to judicial officers.
There is a difference between the judges and the officers in terms of assessment of interest and social prestige of the job. The judges were significantly more satisfied with interesting aspect of their work and reputation of their job (3.5 compared to 3.1). Of course, such a difference is directly related to the status within the body, but also with social status of the profession (judge, the public State Attorney). However the biggest difference stems from the assessment of interesting aspect of work, which suggests that at least part of officers estimates their job as a routine.
The satisfaction with certain aspects of job does not give an unambiguous picture of the overall level of satisfaction with the present jobs, due to the fact that the participants are satisfied with some aspects, and less satisfied with some. That is why we asked the question about the intentions of changing the current job, which serves as an indicator of overall satisfaction with the current workplace.
A third of employees never or very rarely thinks about leaving the current job, which means it can be interpreted as an expression of satisfaction, especially in relation to self assessed opportunities and ambitions. About 25% of respondents stated that is thinking with intensity (daily) of leaving their current place of work, which represents a group of the least satisfied. Still about 12 percent of employees consider leaving their job every few weeks, and about 4 percent considers such a possibility almost once a month.
Thus, about 40% of the surveyed employees of covered bodies of the judicial system relatively often thinks about the possibility of changing the workplace, which means that existing work place does not meet their wishes, needs and ambitions. From satisfaction rating with certain aspects it was clear that the general level of satisfaction is significantly lower than 6 years ago when the initial research was done, which also reflected to the intention of leaving the workplace. The intention of leaving the workplace is now much more pronounced, and now almost 40% of the employees surveyed often think about leaving the job while 6 years ago just a quarter contemplated that (24%).
Factors that mainly affect the total job satisfaction, and considering the possibility of leaving the current job are interpersonal relations, reward system and workload levels. An interesting work that was important in 2010 is no longer crucial for the formation of the overall job satisfaction. Results as well as 6 years ago clearly show that the difference between those who are thinking about changing jobs, and those who do not think about it is not primarily related to the satisfaction of the system of rewards and promotions, since all are equally (un)happy with it, but intrinsic motivation for the job, the feeling of being overburdened with work and organizational climate. In a situation where the vast majority is dissatisfied with system of rewards and promotions, extreme dissatisfaction is generated when there is no counterweight to the satisfaction of other aspects of the workplace, such as human relations or level of workload.

Figure 41. How often do you think about leaving your current job and going to another job?
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[bookmark: _Toc279505944][bookmark: _Toc454887599]3.5.4. Perception of the reputation of the profession

Perceptions of the reputation of own profession in the society is one of the components of satisfaction with the job, as seen in the previous chapter. Given high levels of public criticism towards the judicial system, we were interested in the way employees of judicial bodies included in the survey perceive the reputation of their profession.  
Employees of judicial bodies do not share the same opinion regarding public perception of the reputation of judges in Croatia. 
Two-thirds of employees believe that the reputation of the judges is negative in public, while about 29 percent of employees expressed the opposite opinion, i.e. considered that image of judges is positive. Judges themselves often point out the negative image of judges. The perception of reputation of judges is markedly reduced in relation to the perception of what it was 6 years ago.
State Attorneys by the opinion of employees of covered judicial bodies have somewhat better reputation than judges. 41% of employees believe that the reputation of State is positive among citizens, with 54% considering it as negative. Although perception of the reputation of State Attorneys in relation to the judges is better, it is significantly lower than in the previous survey.
Like 6 years ago employees are divided when it comes to the reputation of attorneys, 46% of them believe that the public image is positive, and 48% considered it negative. Employees of courts more often consider the reputation of attorneys in public as negative.
Overall, it is evident that employees of the judicial bodies think that the reputation of prominent people from the system by the general public is not ideal, but the judges are considered the least respectable of the State Attorneys and attorneys.

Figure 42. How would you rate the reputation of...? (mostly positive + very positive)
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3.5.5. Attitudes toward the judicial reform and involvement in designing the reform

Involvement in the reform and the level of awareness of processes under way represent significant aspects for the possibility of active involvement of judicial body employees in the implementation of the reform, especially now that it is being implemented. If employees feel left out form the process of designing the reform and feel that they are not informed about them, then they can be expected to be less motivated for implementing the reform.  
The level of awareness of employees on the reform of the judicial system in Croatia is below average (2016, 2.4) and is lower compared with the previous survey (2010, 2.8). Possible consequences of the current low awareness may be due to the fact that no new information is coming in but the process is carried out and has become an integral part of everyday business. A relative majority of employees (33%) feel moderately informed, about half are considered to be ill-informed, and only 1 in 10 of the surveyed employees feel well informed about the reforms in the judicial system.
Employees of USKOK on average considered themselves least informed about the reform of the judiciary in relation to other employees of the courts.
Although the level of information can not be considered satisfactory, what is particular concern about it are the sources from which employees of the justice system receive information about the reforms. In fact, most respondents as in the previous study state that they get information about judicial reform through the media (65%) and through informal information from colleagues (52%). Thus, the employees of the judicial system have privileged and formal internal sources of information, but predominantly depend either on the general channels of communication as ordinary citizens or the unverified (and often unreliable) informal sources. Information through official channels are even less represented than 6 years ago which may be another reason for the weaker level of awareness. It does not necessarily mean that the information is not available but that, if they are available, they are currently less interesting.



Figure 43. To what extent are you personally informed about the plans for reform of judicial system of the Republic of Croatia?
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Figure 44. What are your main sources of information on the course, impact and plans for reform of judicial system in the Republic of Croatia?
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Only a smaller number of employees (5%) believe that people like them are included in the design of the judicial reform. On the other hand, the vast majority (91%) believes they are not sufficiently involved in the process. 
Although the decline in the share is not statistically significant, it however reduces the number of those who feel included.
While 6 years ago employees often expected improvements than deterioration more, now believe that there will be no changes in terms of efficiency (50% in 2016 versus 31% in 2010). Improvements are now expected by 37% while more than 60% of employees had these expectations before. The share of employees who expect deterioration remained at the same level. The lowest level of optimism is reported among employees of the Municipal Court in Pula.
At the very end employees were asked to assess what reform will mean for them personally. Expectations of employees are more pessimistic than in 2010 because more than half of personnel believes that after the reforms wil bring more work in the same or more severe conditions, i.e. they expect to be more burdened with work than now after the reform. Around fifth of employees expected more work, that will however be performed in better conditions than before. Less work to be carried out in better conditions is expected by around 14% of employees. Some stronger optimism that there will be less stressed employees is expressed by employees of municipal courts in Split and Zadar.

Figure 45. Are people like you sufficiently involved in designing judicial reform?
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Figure 46. What are your expectations from the initiated judicial reform?
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Figure 47. According to information you have, successfully implemented  reform of the judiciary will mean for yourself …
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Figure 48 Has the Project influence positively the work of judicial bodies? 
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Figure 49. Why the Project didn't have a positive influence on work of judicial bodies? Answers of respondents that think that it mostly did not or did not at all
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[bookmark: _Toc454887601]3.5.6. Attitudes and experiences toward new IT infrastructure
Croatian Ministry of Justice completed the introduction of a system for monitoring court cases (e-File) in the courts of the Republic of Croatia, or the CTS system, for the needs of the public prosecution. Accordingly, the aim was to gain insight into the experiences so far linking employees with the new work system.
Using e-File is entered in wide use among employees of the courts, 9 out of 10 employees used e-File. In terms of the courts there are differences in the use of the file system and the employees of all courts alike use the system. Slightly lower proportion of users of the system are in Karlovac court, but this is a direct result of a larger share of employees working at the land registry department. When analyzing the results without land registry officers share of system users is same by the courts.
Almost all employees (94%) who use the system do it every day.
Nearly half (48%) of users mark satisfaction with the system e-File with 4 or 5 grades. A third  of employees evaluated the system as good, and a more critical attitude is expressed by a fifth of employees who marked the system 1 and 2. The average score was 3.4.
The individual aspects of e-File system are equally evaluated. In relation to other aspects of the customer service has been evaluated the worse, but most users evaluated it more positively than not as well. 

Figure 50 Evaluate the degree of satisfaction with certain aspects of eFile system
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Among the employees of the State Attorney's Office using of CTS system is highly represented as well, 86% of employees are using the system. The frequency of use is also extremely high, and 94% of users used the system every day.
Slightly more than a third of user evaluate the satisfaction with the CTS system with grades 4 or 5. A relative majority, 39%, of employees evaluated system as good, a more critical attitude is expressed by quarter of employees that assign grades 1 and 2 to the system. The average score was 3.2.
The individual aspects of the CTS system are equally evaluated. In relation to other aspects customer service and transparency of data have been evaluated the worse.
  
Figure 51. Evaluate the degree of satisfaction with certain aspects of CTS system
[image: ]
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4. Conclusions

Results of the research evaluation of the implementation of the Project support to the judicial system, show that still, after six years of initial research citizens' trust in the judicial system is extremely low. More than half of the citizens do not trust the courts and the prosecution, i.e. do not believe that these institutions of the justice system do their job in accordance with the law and their social role. The citizens show equal level of (dis)trust in the courts and the State Attorney's Office.
The sense of legal uncertainty is visible through the citizens' distrust in the functioning of the judicial system - more than half believe that they can not hope for a fair trial if they find themselves as a party in the trial. Recent experience with the court (last two years), further reinforces the negative perception of the judicial system. It can be argued whether it is a dissatisfaction with the judgment, and that the personal interests are the reason for the poor evaluation of the judicial system. Given that this study did not address these aspects of the judicial process, we can not say what is the impact of personal interest.
Nevertheless, one can not exclude theinfluence of general dissatisfaction with the level of service neither, relationship with users and the overall conditions in which the courts operate on the established lower level of trust in the institutions of the judicial system for those citizens who have had recent experience with these institutions as parties to the proceedings. As the general population is in majority citizens who have not had experience with the court that means a low level of trust in the judicial system stems primarily from the general attitude of citizens towards the institutions of the judicial system (and only to a small extent from the possible dissatisfaction of citizens who have recently had direct experience the judicial system).
The lower strata of the population (the lowest level of education and low income) continues to show greater distrust. In addition to a lower degree of knowledge and information on the functioning of the judicial system in respondents from lower social classes, this difference could be affected by the differences in the financial capacities necessary to pay adequate legal aid where availability of a fair trial for citizens from lower social classes becomes questionable (i.e. putting them at a disadvantage compared to the citizens from the higher social classes, despite the general declared equality of all citizens before the court).
Similar to the general population of citizens, for managers from the business sector, the dominant impression is that in 2016 the state of the judiciary in general (but also in terms of duration of court proceedings and the independence and professionalism of the judiciary) remains the same.
[bookmark: _Toc454882086][bookmark: _Toc454887603]In the follow up study in 2016 survey was conducted in the area of the Municipal Civil Court in Zagreb as well as additional control locations. Given the trust in judicial institutions, responses of citizens in areas of juisdiction of MC in Zagreb do not differ significantly from other courts, but it is noticeable that the trust level is lower than the County Court in Pula, the Pula MC and MC in Karlovac. Citizens from the area of jurisdiction of MC in Zagreb do not differ significantly from the citizens from jurisdictions of other courts on the expectation of a fair trial but expect it though to a lesser extent than those from the area of jurisdiction of the County Court in Pula, the Pula MC and MC in Karlovac and the responses are similar to citizens from the area of jurisdiction of the MC in Split and Zadar MC.
These responses of citizens in the area of jurisdiction of the MC in Zagreb comply with the respondents' answers by the general population of the Zagreb region that coincide to a large extent with the area jurisdiction. Therefore, we can assume that the indicators of attitudes toward justice by citizens from the area of jurisdiction of the MC in Zagreb reflect local public opinion which does not exclude the possible influence of personal experience with the court on the formation of such attitudes.
For the jurisdiction of individual courts between the initial research in 2010 and repeated survey in 2016 there were no significant differences. As for the trust in the institutions of the judicial system of County Court in Pula and MC in Karlovac level of trust in both in courts and the prosecution have proved to be lower in 2016. Furthermore, lower overall assessment is determined of the judiciary in the jurisdiction of the County Court in Pula and MC in Karlovac, and for these two courts reduced levels of expectations of a fair trial have also been reported for the average citizen in 2016. These differences partly result from the fact that indicators of trust in the institutions of the judicial system, the overall assessment of the functioning of the judiciary and the expectation of a fair trial in the initial study of 2010 in the areas of jurisdiction of these two courts were better compared to other courts and now they are closer to other courts in research.
Comparing the initial results of 2010 related to the length of court proceedings, independence and professionalism of the judiciary the increased perception of the status quo in all three aspects is most pronounced while the perception of change for the better was reduced. These results can partially be due to the time lag between the initial and repeated research because now, citizens probably already perceive changes that have been implemented years ago as a normal way of functioning of the judicial system.
The results of the initial research conducted in 2010 and repeated a study conducted in 2016 allow us to make a conclusion about the slow pace of justice as the biggest problem perceived by the citizens. Then comes the influence of politics - the judicial authorities (courts and state attorney's office) and the police. This is followed by the cost of procedures and shortcomings of procedural and substantive law (i.e. the procedures in court proceedings and incompletion and clarity of the law).
As in the initial study of 2010, citizens see the highest priority in the reform of the judiciary in accelerating the process - starting and shortening the duration. It is expected from the reform of the judiciary to lead to reduced corruption and more justice. This general requirement for more justice and fairness in fact entails the need to correct more certain shortcomings in the judicial system, such as for example, bias, corruption or political influence on the judiciary.
In the repeated survey of 2016 respondents were further questioned about the reasons for the highly perceived level of corruption in the judiciary. This shows that the protracted proceedings are the most important cause of high levels of perceived corruption in the judiciary in the opinion of citizens. So, it would be desirable to analyze the measures taken for the purpose of shortening the duration of court proceedings and successful measures i.e. to communicate the results of these measures to the public.
About a third of citizens believe that the project of reorganization of the judiciary has not contributed to the improvement. The reason cited most often is not noticing the shift for better and lengthy court process.
In the opinion of lawyers and employees, often changes of laws and vagueness of legislation are the biggest problems in the efficiency of the judiciary and it is significantly bigger than it was in 2010. Significantly more point out that issues of efficiency, insufficient number of people, overload, lack of motivation of employees and adequate equipment, from computers to physical space.
Compared to 2010, professional users evaluated the organization of work and the expertise and professionalism of judges as better - though about 60% of respondents still deemed it problematic, progress has been significant.
The duration of court proceedings for natural user is still longer than six years ago while there is a tendency with business users to reduce the duration of the procedure with which they are very satisfied. As the slow pace of justice is perceived as the cause of corruption by the general population, all court users and staff, it is clear how important it is to go in the direction of shortening the court proceedings.
Overall experience with the court in general remained the same as six years ago. There is an average satisfaction (3.4 on a scale of 1 to 5). Compared to 2010, the business and professional users are more satisfied with the judges and court officials while natural users are dissatisfied. As managers have been dissatisfied especially in terms of efficiency and thoroughness of judges six years ago, it seems a shift was made in this segment as they are now significantly more satisfied with these aspects. All users judged kindness of court employees well like six years ago. Looking at the courts, natural users in MC in Pula are somewhat less satisfied with court officials. Compared to the last six years customers are more satisfied with the judges in the MC in Zadar.
All three groups of users are generally less satisfied with the adequacy of premises and their equipment with respect to the results of 2010. Inadequate equipment of the office, a bad marks of reference in the building, and the pleasentness of the rooms are particularly badly evaluated in MC in Split and Karlovac by all system users. Since MC in Karlovac is in restoration process, grade itself, although objective, describes the current situation. MC Split unless it is in the restoration process has a problem with space that is more permanent nature and should pay particular attention to improving this aspect. MC Split carries dissatisfaction with several aspects more often (than other tested courts) - its location, space and speed.
Most informed about the Project are the professional users, business users, and then only at the end natural users. Business users are most skeptical about the positive impact of the Project. All three groups as a reason for doubt cite they do not see any progress, and see no changes.
After six years from initial research, employees are generally less satisfied with their workplace. Dissatisfaction is greater in various aspects of the job. The greatest dissatisfaction is with wages and the system of promotion and remuneration. With growing dissatisfaction thinking about changing jobs increases. Seen by courts, the most prominent is MC in Pula and MC in Split. Officers, more often than officials are considering changing jobs. Interesting work that was an important factor six years ago in job satisfaction, is no longer important. Decrease of enthusiasm could be becouse of lesser social importance of work and reputation in society. The lowest level of optimism is reported among employees of the Municipal Court in Pula. The reason for the drop in satisfaction may lie in the fact that the majority of employees evaluated the Project as a failure. On the one hand they feel overwhelmed due to uneven distribution of work and on the other hand they do not see a positive shift - the processes still take too long, the savings have not been realized, the changes are seen only as a formality. Larger load is stated by employees of MC and Municipal and County Attorney's Office in Pula, as well as employees of the MC in Zagreb, and employees working on enforcement cases.
Like 6 years ago, employees were most satisfied with the quality of interpersonal relations and relations with superiors and these aspects are still important to them.
Being informed about the project through formal channels is even lower after six years, and employees continue to depend primarily on media and informal information from colleagues. Employees viewed reforms through the prism of subjective burden - most considered that due to the reform they have more work in difficult working conditions. It is possible that this perception is partly due to the opinion that they were not sufficiently involved in the process of designing reforms. Half of the employees believe that the reform will not affect the efficiency of the judicial system, and there will be no changes.
Using e-File is entered in wide use among employees of the courts. Most of the staff is happy with e-File. And among the employees of the State Attorney's Office using of CTS system is highly represented, and they are also satisfied with their use. Customer service and transparency of data had lowest grades.
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