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MINISTRY OF INTERIOR
101 Kneza Miloša Street

11000 Belgrade

Dear Sir or Madam,

On the basis of the information obtained directly from citizens (oral complaints/complaints taken over the phone) and from the media, and having regard to the information received from the Provincial Ombudsman, the Protector of Citizens has noticed that citizens face with long hours of queuing in order to submit a request for the issuance of personal documents to the Ministry of Interior and thus exercise their legal right and fulfill their obligation of possessing and carrying personal documents.

Citizens particularly stress that the impossibility of timely exercise of the right and the fulfillment of obligation to possess an identity card leads to deprivation and limitation of many other personal rights (for example, active electoral right, right to subscription of free shares, impossibility of using personal income funds paid to current accounts, etc.). Moreover, queuing for hours insults human dignity and also incurs enormous costs through wasted time, both to individuals and community. It is also certain that the Ministry of Interior employees who receive these requests invest huge efforts on a daily basis and face justified dissatisfaction of citizens. 
The problem has been recorded both in the Police Department for the City of Belgrade and in territorial police departments throughout the Republic of Serbia.
For the purpose of enabling the Protector of Citizens to fulfil his constitutionally and legally prescribed role in improving the work of administrative authorities and promoting the protection of human rights and freedoms, as well as in controlling the regularity and legality of the work of administrative authorities, you should submit to the Protector of Citizens, within maximum 21 days, your response that includes the Ministry’s view on this issue, short-term and long-term measures being taken by the Ministry in order to solve this issue, encountered difficulties, as well as plans and proposals for solving this issue and/or eliminating the identified problems.

At the same time, given the need to immediately make queuing easier for citizens, particularly in summer time, the Protector of Citizens hereby issues the following

RECOMMENDATION
Until a permanent solution is found to the issue of efficient reception of requests, the Ministry of Interior should immediately take measures to make queuing easier for citizens, if currently it is not possible to avoid such queues, by doing the following:

· Ordering the organisation and implementation of the client receiving system through scheduling, partly or completely (for example, through allocating numbers for queuing also over the phone or in some other suitable way), or the improvement of this system where it exists;

· Prioritising the arrangement of premises where clients wait and stay in order to allow citizens to feel as comfortable as possible, and providing urgently a sufficient number of adequate resting places (chairs, benches and the like);

· Applying the measures of direction and control of entire queuing lines (setting up suitable temporary fencing and the like);

· Particularly paying attention to the needs of citizens with invalidity;   
· Obtaining from the heads of territorial units reports on the situation concerning this issue and measures taken so far in order to improve the situation, if applicable, and requesting from them to apply all available measures, in accordance with their specific circumstances, to mitigate or avoid the problem and show initiative in that respect;

· Enhancing the activities of informing citizens (through local media) about the way of exercising the rights and fulfilling the obligations related to personal documents.        
Pursuant to Article 31, paragraph 3 of the Law on the Protector of Citizens, the Ministry of Interior will inform the Protector of Citizens, within 60 days of receiving this recommendation, on whether and how it has complied with the recommendation and/or the reasons for failing to do so.     
Yours faithfully,

PROTECTOR OF CITIZENS

Saša Janković 
Send also to:

· Provincial Ombudsman

· Media
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