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1. Abbreviations and acronyms 

 

AP Agency Promo   

BC Banja Luka or Banja Luka - the area covered by the Basic Court in Banja Luka 

BiH Bosnia and Herzegovina 

CATI Computer-assisted telephone interviewing 

DNK Does not know 

e.g. For example 

EU European Union 

F2F Face to Face interview 

GDPR General Data Protection Regulation 

HJPC BiH         High Judicial and Prosecutorial Council of Bosnia and Herzegovina 

i.e. That is 

KM Convertible Mark 

M Arithmetic mean (Mean) 

max Maximum  

MC Sarajevo  or Sarajevo – the area covered by the Municipal Court in Sarajevo 

MC Mostar  or Mostar - the area covered by the Municipal Court in Mostar 

MC Tuzla  or Tuzla - the area covered by the Municipal Court in Tuzla 
min Minimum 

Missing Does not know / does not want to answer or did not answer 

N Number, sample frequency 

NA No answer 

RTA Refuses to answer 

SC Sarajevo Canton 

SD Standard Deviation 

SPSS Statistical Package for the Social Sciences 

SASL Statistical Agency Studio Leonardo 

% Percentage 

%V Percentage of the sample without missing data (Valid Percentage)  

Valid                 Part of the respondents who provided answers (part of the sample used in the processing) 
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2. Introduction 

 

Reports of relevant institutions from Bosnia and Herzegovina and beyond indicate that the BiH judicial system 

is not yet fully independent and efficient, where due to insufficient transparency, long-lasting and slow-moving 

processes, political influence, and unequal treatment of all categories of population, citizens do not trust in the 

judiciary in Bosnia and Herzegovina and still have a negative picture of the judiciary. The general opinion on 

the judiciary is negative, and trust is violated, in other words, the society as a whole is distrustful of the 

judiciary. 

In addition, this public image of the judiciary in Bosnia and Herzegovina is also contributed by negative media 

reports and frequent statements by politicians who speak about the judiciary in a negative context. This 

negative atmosphere created around the judiciary undermines its position and role in society. The public 

believes that judges are corrupt, do not do their job well and do not work in the interest of citizens.   

In order to improve the performance of the courts and the existing atmosphere concerning the judiciary in 

public, which impairs its role in society, the High Judicial and Prosecutorial Council of Bosnia and Herzegovina 

(HJPC BiH) continuously implements activities related to improving the efficiency of the courts and reducing 

the case backlog. Also, the HJPC BiH uses a set of promotional activities that are continuously implemented 

with the support of the implementation of all activities of the Project and which aims at raising the awareness of 

the wider public and final users of courts about the objectives, activities and results of the Project, the 

problems and obstacles that the courts and the judiciary face, the decision of the courts to rectify and improve 

the current situation together with the Project, and to inform the media, the professional community and the 

public in an affirmative and clear way about very important activities and plans that the HJPC BiH implements.  

In order to build a more efficient judiciary and achieve better understanding of the public, the HJPC BiH has 

implemented various projects over the past years, one of them being the “Consolidation and further 

development of the judicial and communication system” financed by the European Union under the Instrument 

for Pre-Accession Assistance IPA 2012 and IPA 2013. There were also implemented activities of 

complementary projects funded by other international donors, aimed at ensuring better understanding of the 

public about the performance of judicial institutions, making the public aware of the problems they face and 

enhancing strategic communication and strengthening capacities of courts in public relations and media. The 

IPA 2012 and IPA 2013 projects were designed to make citizens aware of the efforts made to achieve the 

efficiency of the judiciary and the barriers that the judiciary often faces. In order to establish the foundation for 

public trust in the performance of the courts, the IPA 2012 and IPA 2013 projects recognised the need to listen 

more closely to the needs of the users of the judicial system. Also, the HJPC BiH 2014-2018 Strategic Plan 

implied the implementation of survey of satisfaction level among users of courts with the aim of implementing 
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the strategic objective 7 - Improve transparency and availability of information regarding the performance of 

judicial institutions in BiH to the professional and general public or the strategic program 7.1. Improve 

communication between the judicial institutions in BiH and general public. 

In order to implement the project “Building an Effective and Citizen-friendly Judiciary” (IPA 2017) the HJPC BiH 

has conducted various activities aimed at enhancing the overall effectiveness of the BiH judiciary and 

increasing public trust in the country’s justice system, increasing accountability and transparency of the BiH 

judiciary to provide better services for citizens and businesses and the ultimate comprehensive goals of 

strengthening the rule of law in BiH. Activity 2.2.1 - Strengthened relationships of the judiciary with the media 

sector from the IPA 2017 project implies the implementation of an "Initial survey of satisfaction level among 

users of courts", or the satisfaction with the performance of the courts conducted by a public opinion polling 

agency from Mostar in the Municipal Courts in Mostar, Sarajevo, Tuzla and the Basic Court in Banja Luka. The 

survey covered the general population, or the former, current and potential users of selected courts, and the 

methodology used followed the requests from the documentation submitted by the HJPC involving data 

collection by combining qualitative and quantitative research methods with the use of different research 

instruments (desk analysis, Face-to-Face (F2F) interviews, computer-assisted telephone interviewing (CATI), 

mystery shopping and focus groups).     

The survey obtained data related to the trust in the BiH justice system, the perception of critical points in the 

judicial system, the perception of corruption, the satisfaction and experience of court users on the basis of 

which the level of satisfaction of public opinion has been identified and the public opinion clearly formulated 

(citizens of Sarajevo, Mostar, Tuzla and Banja Luka) regarding the performance of the Municipal Courts in 

Sarajevo, Mostar and Tuzla and the Basic Court in Banja Luka. Based on the above data, the most important 

recommendations for improving the performance of these courts were defined, with the aim of increasing 

public trust in the performance of these courts. 
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GENERAL OBJECTIVE OF THE RESEARCH 

The general objective of “Initial survey of satisfaction level among users of courts” is to measure the level of 

satisfaction of public opinion - users of courts and to obtain a clearly formulated public opinion (citizens of 

Sarajevo, Mostar, Tuzla and Banja Luka) about the performance of the Municipal Courts in Sarajevo, Mostar 

and Tuzla, and the Basic Court in Banja Luka, and to define the most important recommendations for 

improving their performance, all with the aim of improving public trust in the performance of the courts. 

PURPOSE OF THE RESEARCH 

The purpose of the “Initial survey of satisfaction level among users of courts” is to obtain a clearly formulated 

public opinion - users of courts about the performance of the courts, namely the Municipal Court in Sarajevo, 

the Municipal Court in Mostar, the Municipal Court in Tuzla, and the Basic Court in Banja Luka, as well as to 

identify the most important recommendations for enhancing their performance with the aim of improving public 

trust in the performance of these courts. 

IMPORTANT NOTE 

Statistical analysis and description of the results of Leonardo Miljko (Statistical Agency Studio 

Leonardo https://www.Statistical.Agency ).  

The data and conclusions presented in this analysis are based on the research carried out and the data 

obtained from the survey, and do not necessarily represent the opinion of the Agency Promo (AP). 
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police in BiH on the territory of the Municipal Court Mostar is distributed as follows: "2 - mostly don't trust" 

(32,4%), "3 - neutral" (23,8%) and "4 - mostly trust" (22,7%), but with significant percentrage of rating "1 - don't 

trust at all" (17,8%). 

 General degree of trust in courts in BiH 

General degree of trust in courts in BiH is the greatest on the territory of the Basic Court in Banja Luka where 

the majority of respondents responded with "3 - neutral" (46.7%) and "4 - mostly trust" (34,0%). On the territory 

of the Municipal Court Tuzla the highest number of responses was "3 - neutral" (47.8%), followed by "4 - 

mostly trust" (28,7%). On the territory of the Municipal Court Sarajevo, general degree of trust in courts in BiH 

was rated with "2 - mostly don't trust" (29.1%), "3 - neutral" (28.6%) and with "4 - mostly trust" (22.2%). 

General degree of trust in courts in BiH received the lowest rating on the territory of Municipal Court in Mostar 

with the distribution of ratings as follows: "2 - mostly don't trust" (32,1%), "3 - neutral" (31,5%), with significant 

percentage of the rating of "1 - don't trust at all" (17,9%) and rating "4 - mostly trust" (16.3%).  

CHART 5. GENERAL DEGREE OF TRUST IN COURTS IN BIH  

 

 General degree of trust in media in BiH  

General degree of trust in the media in BiH is the highest on the territory of the Basic Court in Banja Luka 

where most respondents responded with "3 - neutral" (54.1%) and "4 - mostly trust" (24.5%). On the territory of 

Municipal Court Tuzla distribution of rating is as follows: mostly "3 - neutral" (51.2%), followed by "4 - mostly 

trust" (20,1%). On the territory of the Municipal Court in Sarajevo, the general degree of trust in the media in 

don't trust at all 

mostly trust 

mostly don't trust 

fully trust  

neutral 
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(M=4.07) and Elected Representatives (M=3.97). In the area covered by the Banja Luka Basic Court, the 

highest degree of corruption is linked with Police Officers (M=3.93) and Physicians (M=3.83); and generally, it 

is a commonly held opinion, that the degree of corruption, in all its aspects, is lower in the area covered by the 

Banja Luka Basic Court compared to other areas. 

 Corruption of leaders of political parties 

Across all areas, corruption of leaders of political parties was given the rating "1 – No corruption" by a marginal 

number of respondents. Corruption of leaders of political parties is the most prominent form of corruption 

compared to all other surveyed areas. Better ratings (with lower rating being better rating) are found in the 

area covered by the Banja Luka Basic Court, specifically: "5 - Major degree of corruption" (28.5%); "4 - High 

degree of corruption" (27.4%); "3 - Moderate degree of corruption" (27.9%). Significantly poorer ratings (with 

lower rating being better rating) were given in other areas.                                          

CHART 34. PERCEPTION OF CORRUPTION OF LEADERS OF POLITICAL PARTIES  

 

Thus, we have the ratings given in the area covered by the Mostar Municipal Court: "5 - Major degree of 

corruption" (39.4%); "4 - High degree of corruption" (32.2%); "3 - Moderate degree of corruption" (25.6%). Area 

covered by the Sarajevo Municipal Court gave the following ratings: "5 - Major degree of corruption" (61.1%); 

"4 - High degree of corruption" (20.7%); "3 - Moderate degree of corruption" (14.5%). The worst situation (the 

highest ratings) was recorded in the area covered by the Tuzla Municipal Court: "5 - Major degree of 

corruption" (69.4%); "4 - High degree of corruption" (23.9%). 

5- Major degree 
of corruption 

4 - High degree 
of corruption 

3 - Moderate 
degree of 
corruption 

2 – Low degree 
of corruption 

1 – No 
corruption 
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1. Clear information for movement and conduct in the building  

2. Premises and corridors have signage and wayfinding in the building is easy 

3. Premises are adequately equipped (furniture) 

4. Premises are adequate for clients’ stay  

 

Below you will find the review of the results per respective areas. 

 Premises are adequate for the stay of clients 

The score "1 –not agree at all" is given a very small number of cases.  

GRAPH 96. OFFICES ARE ADEQUATE FOR THE STAY OF CLIENTS  

 

                               Fully agree               partly agree                  neither agree nor disagree              partly disagree           not agree at all 

 

With regard to premises being adequate for the stay of clients, the Basic Court in Banja Luka got the highest 

scores: "5 – Completely agree" (31.6%); "4 – Partly agree" (54.1%); "3 - Neither agree nor disagree" (10.5%). 

Somewhat lower scores with regard to premises being adequate for the stay of clients were given to the Basic 

Court in Sarajevo: "5 - Completely agree" (23.2%); "4 - Partly agree" (22.4%); "3 - Neither agree nor disagree" 

(36.8%). "2 – Partly disagree" (12.0%). With regard to premises being adequate for the stay of clients, the 

Municipal Court in Mostar was rate as follows: "4 - Partly agree" (28.4%); "3 - Neither agree nor disagree" 

(43.2%). "2 - Partly disagree" (17.3%). The lowest rates with regard to the premises being adequate for the 

stay of clients were given to the Municipal Court in Tuzla: "4 - Partly agree" (26.9%); "3 - Neither agree nor 

disagree" (45.1%). "2 - Partly disagree" (16.5%). 
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11. Annexes 

 

 

Annex 1. F2F survey questionnaire  

 

Annex 2. CATI survey questionnaire 

 

Annex 3. Scenarios used in secret shopping 

 

Annex 4. Secret shopping questionnaire 
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Annex 4. Secret shopping questionnaire 
 

Municipal court:    1. Sarajevo  2. Banja Luka  3. Tuzla  4. Mostar 

Buyer code:___________     Procedure code:___________________ 

Date:_____________ Time of entering the court:___________Time of existing the court:_____________ 

Court entrance: 

1. There is a ramp for persons with disabilities:     Yes   No 

2. Entry door and exit door is clearly marked:     Yes   No 

3. Working hours/lunchbreak indicated:      Yes   No 

4. Court police gave clear information on movement through the secured area Yes   No 

5. Court police told me to leave my bag and cell phone    Yes   No 

6. I saw the notice board immediately     Yes   No _______________ 

7. I found clear directions to            Registry office   Yes   No _______________ 

             Land-registry office Yes   No _______________ 

             Section for legal persons  Yes   No _______________ 

8. How did you find the counter you need?_______________________________________________________ 

9. How long did you wait in the line?_____________ 

10. How did the person at the counter address you?________________________________________________ 

11. After the inquiry, my question was answered: 1. In writing    2. Orally    

 3. I was referred elsewhere 4. I received no answer 

12. If you received information orally, what was it like?_______________________________________________ 

13. If the question had to be repeated, the person: 1. Reacted in an agitated manner   2. Explained more carefully  

   3. Provided information in writing  

14. I had to ask _____________ additional questions. 

15. My greeting was replied: 1. Yes (How?________________________) 2. No   

16. After receiving information, I knew:     Which documents I need:  Yes  No   No answer (NA) 

  Where to get them:  Yes  No  NA 

  Where to submit a request Yes  No  NA  

  How much money I need: Yes  No  NA 

  Where to buy stamp duty: Yes  No  NA 

  Duration of procedure:   Yes  No  NA 

17. Court police officer told me how to take my cell phone back:  Yes  No  NA 

18. How polite was the court police officer on a scale of 1 to 5 (1- very impolite; 5- very polite):__________________ 

19. How polite was the person at the counter (1) on a scale of 1 to 5 (1- very impolite; 5- very polite):_____________ 

20. How polite was the person at the counter (2) on a scale of 1 to 5 (1- very impolite; 5- very polite):_____________ 

 

 

 

 

 


