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FOREWORD

Migration represents one of the most important social issues of the modern age. The role of
local self-governments and trustees in managing migration flows and providing support to
the most vulnerable population - refugees, internally displaced persons, returnees under the
Readmission Agreement, and asylum seekers - is of immeasurable importance.

The Commissariat for Refugees and Migration of the Republic of Serbia has for decades rec-
ognized the importance of the local level in the implementation of policies in the field of mi-
gration and the development of sustainable solutions. This is why we especially value the fact
that, for the first time, a functional analysis of the work of trustees in local self-governments
has been conducted. This document systematically sheds light on their position, the challeng-
es they face, the capacities they possess, as well as their role within the broader institutional
framework of migration management.

The analysis provides valuable insights and recommendations that the Commissariat will use
in further planning, improvement of policies, and strengthening support for the trustee sys-
tem. At the same time, it represents a significant step towards empowering local actors and
raising the quality of the institutional response to migration.

We would like to thank the German Development Cooperation (GIZ) for their support in the
realization of this analysis, as well as all trustees who contributed to this important document
through their participation. The Commissariat will remain committed to the development of
the trustee system as a key pillar in the implementation of the migration policies of the Re-
public of Serbia.

Commissariat for Refugees and Migration of the Republic of Serbia
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EXECUTIVE SUMMARY

OBJECTIVES

The development of functional analysis of trustees for refugees and migration in lo-
cal self-governments in the Republic of Serbia (RS) was conducted in partnership between
the Commissariat for Refugees and Migration of the Republic of Serbia (KIRS) and Deutsche
Gesellschaft fur Internationale Zusammenarbeit (GIZ) GmbH, with expert support from the
Faculty of Political Science, University of Belgrade (UB-FPS). The objectives of the analysis
were defined in twofold terms, as:

+  to assess and determine the factual state regarding the work of trustees in RS, using a
mixed-method approach, and

+ todesign recommendations aimed at further development of migration governance pol-
icies, focused on local development and contributing to local development, based on
evidence.

METHODOLOGY

The research used desk analysis, quantitative, and qualitative methods.

Desk analysis was based on the review and analysis of the normative and strategic frame-
work of RS, available reports, analyses, statistical data, and research studies.

A questionnaire, specifically designed for this research, was used to collect data from trust-
ees employed in local self-governments (LSGs) across the Republic of Serbia (RS).! The survey
examined the demographic characteristics of trustees, competencies required for performing
trustee duties, working conditions, tasks and workload, collaboration with other stakeholders,
and self-assessment, via a total of 49 questions. The questionnaire was completed by 119 out
of 160 trustees, representing a response rate of 74.4%, or nearly three-quarters of the total
number of appointed trustees in RS, ensuring the representativeness of the sample.

A total of five focus groups (FG), were organized, three of which included representatives of
trustees (including other LSG employees), one with representatives of trustee coordinators,
and one with representatives of non-governmental organizations (NGOs) involved in migra-
tion issues in RS, providing various types of support and assistance to migrants in LSGs. The
focus group discussions involved 24 participants. Additionally, 16 semi-structured interviews
were conducted with representatives of state and non-state actors crucial to the research sub-
ject. The interviews included four trustees, two representatives of the Commissariat for Ref-
ugees and Migration (KIRS), and ten experts (three representatives of public administration,
five representatives of NGOs, and two representatives of academia). Participant selection was
carried out using a combination of targeted and convenience sampling. The collected data
was analyzed using thematic analysis, applying predefined analytical categories: characteris-
tics of trustees, job systematization, training attended by trustees, working conditions, com-
munication with relevant stakeholders, workload, collaboration with other institutions and
organizations, limitations faced by trustees, and recommendations for improving their work.

1 The study did not include the territory of Kosovo and Metohija (KiM).

| TABLE OF CONTENTS
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MAIN FINDINGS

General characteristics of trustees. The majority of trustees (60.5%) in RS are women; about
half belong to the age group of 55 to 64 years, and the largest percentage has over ten years
of work experience in the trustee position, which they perform in LSGs, often from advisory
or clerical positions, frequently in the social affairs sector. The majority of trustees (approx-
imately 85% of the sample) hold open-ended contracts, while the earnings of about 60% of
them range between RSD 50,001 and 100,000. The majority of trustees perform additional
tasks alongside their trustee duties, which significantly impact their position and work. As
many as nine out of ten trustees work as the sole executor of trustee duties in their LSG, while
in the remaining cases, the duties of a trustee are performed by multiple individuals within
the same LSG.

Education of trustees. The majority of trustees in the sample hold a tertiary education, with
nearly three-quarters, while half have an education in the field of social sciences. Less than
half speak English, while nearly a third do not speak any foreign language.

Training of trustees. Although only a fifth of trustees had previous work experience in re-
lated fields, only a third stated that they had received training before or immediately after
assuming the position. Only every fourth trustee identified the need for additional training.
The content of the training courses that were perceived as significant for the trustees includes
the acquisition of knowledge and skills that should compensate for the non-regulation of the
degree and field of education of the trustees, which are important for their work. The needs
for training course that include the acquisition of theoretical knowledge and practical skills
have been recognized. English language training was singled out as important; training on
key concepts and processes in the area of migration, with a special focus on migration law,
human rights, gender equality and ethnicity, as well as training for the elaboration of LAPs,
training for writing project proposals and for managerial approaches in work in general, train-
ing for developing communication skills, including working with people who have experi-
enced trauma and with people facing multiple vulnerabilities. Training on negotiation skills,
working with challenging clients and protection against burnout are considered relevant for
the more effective performance of trustees’ duties. The importance of interactive, continuous
and multi-day training course, with a good ratio of theoretical and practical work, was high-
lighted. The factor of transferring knowledge from one trustee to another within the same
LSG is considered extremely important, but not enough attention is paid to it, so when the
trustee retires or changes job, the institutional memory is lost, and the new trustee needs a
lot of energy, time and effort to get familiar with their duties, identification of beneficiaries
and the like.

Working conditions. Almost all trustees have access to basic technical means, such as com-
puters and the Internet, while six out of ten of them share an office with other officers. Also,
slightly more than half of trustees do not have a vehicle available when they need it, while
almost 90% do not have an interpreter when needed. Only two-thirds of respondents have
access to expert services in LSGs when needed.

Systematization and job content. The duties of trustees are systematized in LSGs, but only
about half of the trustees believe that the systematization is adequate. In addition, there is
great diversity in the ranks, departments and sectors in which trustees are employed. Almost
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nine out of ten trustees work with internally displaced persons and refugees from the former
SFRY republics, as well as with returnees under the readmission agreements. A small number
of trustees work with other categories - asylum seekers, economic migrants, and diaspora.
There is a need to restructure the existing system of trustees’ tasks, to enable orientation to-
wards new roles and functions that follow the dynamics of migration and the specific needs
of LSGs. This review process requires a comprehensive approach that considers both the new
development needs of migration, as well as the abilities and resources of trustees, as well as
adequate training and institutional support that will enable them to take on new respon-
sibilities in the future, in accordance with the specific needs of the LSGs in which they are
employed. Most interlocutors in the FG and interviews do not believe that the trustees are
expected to get involved in work with economic migrants and the diaspora, arguing that this
is due to excessive demands for changes in the trustees’ work and excessive workload. Exist-
ing migration trends in Serbia, according to the opinion of some participants, both experts
and trustees and coordinators, are complex enough to indicate that it would be expedient to
organize trustee services (instead of employed trustees as individuals) that would work with
different categories of migrants. Local Migration Councils (LMCs) are recognized as important
stakeholders that could improve the effectiveness of the trustees’ work, but which, however,
do not maintain continuity in their work.

Trustee workload. Even though working with beneficiaries represents the main segment of
the trustees’ work, the majority of them, slightly over one-third, spend 20% to 40% of their
time in direct interaction with clients. In addition to working with beneficiaries, linking up
various stakeholders within the community constitutes the core of the trustees’ duties. Their
work also includes administrative tasks, such as participating in committees for allocating
different types of assistance and support to beneficiaries.

The time, trustees report spend on their duties varies significantly, ranging from just 20% to
as much as 100% of their working hours. Only slightly over one-quarter of trustees perform
their duties full-time, according to their own words, as do those who dedicate 20% to 40%
of their working hours to these tasks. An identical percentage of respondents (one-quar-
ter) stated that they spend between 20% and 40% of their working hours, or between 80%
and 100% of their working hours, on trustee duties. Engagement in these tasks depends on
the directives from KIRS and the trustees’ own assessments, with the majority (eight out of
ten) indicating that they participate in making important decisions in areas relevant to their
work. About one-third of trustees believe their work is appreciated, in contrast to half who
are uncertain.

Collaboration and communication with other stakeholders. Trustees and coordinators
emphasized the importance of the trustees’ personality and their positioning within the local
self-government (LSG) in terms of collaboration and communication with other stakeholders.
They argued that the collaboration and communication of trustees with LSG are one-direc-
tional, as trustees execute the tasks assigned to them. Participants in focus groups and inter-
views highlighted that, based on their experiences and knowledge, trustees typically perform
the entire work of the LMC, as otherwise the tasks would not be completed. Cooperation and
communication with KIRS were rated as satisfactory in terms of working with coordinators,
but not in terms of deadlines for task completion. Collaboration and communication between
trustees and NGOs were described as mutually beneficial, though not as prevalent as might
be expected.

TABLE OF CONTENTS
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Challenges in their work. Key challenges in the trustees’ work include a lack of resources and
being overburdened with additional tasks. These challenges are compounded by issues
arising from the trustees’ position, which involve divided responsibilities and loyalty
between LSG and KIRS, as well as the functioning and collaboration within LSG and with
KIRS. This is seen as a factor that can lead to unclear and conflicting priorities in their work.
Combined with incomplete systematization of trustee duties and subjective assessments of
insufficient material and non-material recognition of these tasks, these challenges are
perceived as complex obstacles.

RECOMMENDATIONS

The position and work of trustees can be improved through innovation at the organizational
level and in the content of their duties.

Organizational level. Improving the organization of trustees’ work can be approached in
two ways.

Model 1 is based on the efficient and effective achievement of goals defined in the Law on
Refugees and the Law on Migration Management. In this context, it is recommended to con-
duct thorough, systematic, and continuous research and monitoring of the needs and
capacities of LSGs regarding the care and integration of migrants, as well as broader issues
in the field of migration management at the local level, for the purpose of subsequent
mapping and grouping of LSGs in accordance with the short-term and medium-term goals of
the KIRS in the field of migration governance. This would result in asymmetric treatment of
LSGs by the KIRS, with a focus on LSGs of particular interest to the KIRS. This nomenclature
should be periodically updated in line with changing circumstances, which requires the
availability of reliable and timely data, as well as good planning of short-term, medium-
term, and long-term trends and needs. The mentioned data should be made publicly
available due to their potential usefulness for other aspects of local development. It is
recommended that the KIRS, based on the created nomenclature, conclude agreements or
otherwise specify arrangements with all LSGs or those identified as being of particular
interest for the KIRS’ competences. There are no legal obstacles to appointing multiple
trustees, particularly LSGs. Ideally, this individual should be employed in the Department
for Social Affairs due to the related nature of the work, information sharing, and the
possibility of substitution and mutual assistance. It is recommended that the KIRS organize
an interview with the candidate for trustee, especially if the LSG is designated in the KIRS'
nomenclature as being of particular importance for the KIRS’s mandate. Consideration
should also be given to the possibility that, in some LSGs, it may be entirely rational for the
same official to be assigned duties (“tasks”) both in areas primarily under the KIRS’
competences and in areas of economic and developmental migration, which are primarily
managed by other ministries. In such cases, this would involve dual delegation of
responsibilities to the same local public officer.

The significance of economic and development migration for LSGs could be further recog-
nized by encouraging more intensive information exchange and structured collaboration
between trustees, Local Economic Development (LED) offices, and migration service centers
(where they exist), in line with the understanding that migrants represent a tangible resource
for many LSGs, especially those experiencing dramatic demographic losses and labor mar-
ket disruptions. In such cases, various actors (including trustees) should be encouraged to
enhance their cooperation within LMC. Given that all LSGs are legally obligated to establish
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LMCs, and that these councils include various local actors, it is important to leverage the po-
tential of LMCs to be at the center of local considerations regarding economic and develop-
mental migration. Being aware of the crucial role of trustees in LMCs, it is recommended that
their capacities be further strengthened in strategic planning, given the significant role trust-
ees play in processes occurring within LMCs, particularly in drafting Local Action Plans (LAPs).

Model 2 is based on legislative reform. It would be appropriate to consolidate the mat-
ters of care, integration, repatriation, and other related institutes in the field of migration
governance into a single systemic legal act, with clearer definitions of the relationships be-
tween stakeholders in the horizontal and vertical division of power in the Republic of Serbia.
Amendments to the Law on Local Self-Government could also be considered to expand the
original competences of LSGs to include migration management at the local level. Even the
title “trustee” could be changed and specified. Titles such as “Trustee for Refugees and Migra-
tion” or “Trustee for Migration” would better reflect the nature of this institute and enhance
its visibility. In this form, it could be included in the Law on Migration Management and even
in the Law on Local Self-Government.

Content level. In both models, innovation is recommended in several key areas, namely: 1)
specialization of training, 2) comprehensive support to trustees in their work, 3) improvement
of working conditions and resources, and 4) clearer definition of the work framework and
responsibilities.

Specialization of training. Through particular, generic, and targeted training, trustees
would be enabled to respond to current and future needs of migration policies and work with
vulnerable groups. This includes:

« conducting training for trustees on specific knowledge and skills, covering areas such as
migration management, human rights, gender and ethnic equality, dynamics of sensi-
tive groups, communication and negotiation skills, drafting public policy documents and
project writing, as well as coping with traumatic reactions and burnout;

« maintaining records of training for trustees by KIRS, to formulate training plans for trust-
ees whose knowledge and skills need improvement;

« organizing practical, interactive, multi-day, and continuous training combined with pro-
viding post-training support;

« developing basic language competencies necessary for communication with migrants
who do not speak the local language, as well as digital skills for easier navigation of ad-
ministrative procedures;

« introducing formalized peer mentoring and supervision as additional support for trustees
in complex and stressful work environments and situations.

Comprehensive support for trustees in their work is necessary to develop their capacities
to meet community needs and improve the quality of their work. This refers to:

« recognizing the work of trustees through salary increases, aligning their earnings with the
complexity and significance of the work they perform; introducing annual awards or rec-

| TABLE OF CONTENTS
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ognitions for outstanding work results, and providing financial support through benefits
such as covering mobility costs or procuring work materials;

«  support for trustees by KIRS, which would consist of formally emphasizing the importance
of trustees’ work within KIRS and to LSGs; KIRS' role in mediating between the civil sector
and LSGs; regular meetings between KIRS, coordinators, and trustees to ensure timely
information on tasks and procedures; encouraging networking among trustees with KIRS
mediation;

« strengthening cooperation with LSGs by increasing the visibility of trustees’ positions and
work in LSGs (through media campaigns and institutional promotion), providing strong
logistical and administrative support to trustees by LSGs, and offering incentives for the
work of LMC;

« strengthening cooperation with non-governmental organizations by creating partner-
ships to address specific challenges within the trustees’ scope of work and ensuring con-
tinuous communication between trustees and NGOs.

Improving working conditions and resources is a fundamental prerequisite for the effi-
cient and effective work of trustees. It consists of:

« enhancing necessary working conditions and providing essential resources, primarily ve-
hicles and interpreters, but also tailored workspaces equipped for working with clients,
ensuring privacy;

« conducting detailed and regular analyses of trustees’ workloads to optimize their work,
align tasks with capacities, and plan human resource policies;

+  HR policy planning means adjusting the scope of trustees’ tasks to their capacities and
LSG's priorities and creating clear procedures aimed at reducing the administrative bur-
den and allowing more time to work with beneficiaries. At the same time, it should be the
basis for assessing the need for additional trustees.

A clearer definition of the work framework and competences relates to the improvement
of the trustee’s professional orientation and dedication to work, namely:

« more precise systematization of the work role, through the improvement of the existing
job description of the trustee, which is provided for by the Regulation on the Refugee
Care, by expanding the circle of beneficiaries and adding certain competencies of the
trustee;

« creating data and evidence for plans and policies, by means of improving procedures for
collecting, developing and regularly updating databases, in order to better contextualize

LAPs, and policies to be translated and adapted in accordance with suitable local practices;

«  profiling trustees as field workers.
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1. PREFACE

The development of functional analysis of trustees for refugees and migration in local self-gov-
ernments (LSGs) in the Republic of Serbia (RS) was conducted in partnership between the
Commissariat for Refugees and Migration of the Republic of Serbia and Deutsche Gesellschaft
fur Internationale Zusammenarbeit (GIZ) GmbH, with expert support from the Faculty of Polit-
ical Science, University of Belgrade (UB-FPS). It was supported by the programs “Sharing De-
velopment-oriented Migration” (MEG), “Centres for Migration and Development” (ZME) and
“Social participation of people on the move and local population in the host regions of the
Western Balkans” (PEMO), implemented by GIZ.

In the RS, migration governance is an area that is receiving increasing attention, both at the
national and local levels. Expert and other tasks related to migration governance are per-
formed by KIRS, which is obliged to cooperate with governmental bodies, organizations and
institutions for this purpose. In addition, it is envisaged that the autonomous provinces (AP) and
LSGs will form provincial or local migration councils (LMCs), which in an advisory capacity perform
tasks in the field of migration management in their respective territory. Among the members of
the LMC is a trustee, an employee of the LSG, who, in addition to the work for which he/she is
employed by the LSG, also performs those entrusted to them by the KIRS. The position of
trustees in different LSGs is not uniformly regulated, nor do all trustees perform the same
activities, and there are certain unknowns regarding the effectiveness of their work. In addition,
there are certain inconsistencies between the national and local levels, as well as uncertainties
regarding migration management, which require innovative solutions. Researching the position
and work of trustees, as well as finding solutions for their improvement, would have a positive
impact on migration management at the local level, and consequently at the national level.
Therefore, in the existing context, the general goals of this functional analysis are defined in two
ways, as follows:

1. to assess and determine the factual state regarding the work of trustees in RS, using a
mixed-method approach;

2. todesign recommendations aimed at further development of migration governance pol-
icies, focused on local development and contributing to local development, based on
evidence.

The functional analysis of trustees conducted and presented in this document represents the
first effort towards a comprehensive and in-depth examination of all aspects significant for
improving the position and work of trustees in the Republic of Serbia. Following introductory
considerations, the methodological approach used in the research (including its limitations)
is presented, followed by the main findings of the desk analysis, as well as quantitative and
qualitative research. This served as the basis for formulating recommendations to enhance
the position and work of trustees, as well as for the conclusions of the study. The main recom-
mendations of this research pertain to innovating the organization of trustees’ work, as well as
areas of their professional development and training, providing support for job performance,
redistributing workload, and further clarifying roles and competences. The key conclusions of
the research indicate that a certain degree of inconsistency and flexibility in the relationships
between KIRS and LSGs and trustees is acceptable and rational, but there is room to refine the

| TABLE OF CONTENTS
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interaction framework with additional adjustments within the existing normative framework
or through certain legislative interventions. The appendices to this report provide a more
detailed presentation of the main research findings, along with additional materials used in
the study.

During the development of the functional analysis, the research team from UB-FPS received
continuous support from Jovana Stamenkovi¢, Aleksandra Laki¢evi¢, and lvana Stankovi¢
from Deutsche Gesellschaft fur Internationale Zusammenarbeit (GIZ) GmbH, as well as Svet-
lana Velimirovi¢, Milo$ Mihajlovi¢, and Ana Bunovic¢ from KIRS. We owe immense gratitude to
the trustees who participated in completing the questionnaire. Our greatest motivation for
work came from the counterparts in focused group discussions and interviews — we had the
honor of having them share their unique experiences and insights with us, which we have
conveyed in this analysis.
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2. RESEARCH METHODOLOGY

The mixed-methods methodological approach encompassed desk analysis, quantitative, and
qualitative methods. The desk analysis thoroughly examined a wide range of existing mate-
rials relevant to the work of trustees, aiming to establish a foundation for a comprehensive
understanding of the current situation and enable a holistic view of the existing framework
and its operational dynamics. Using a questionnaire specifically designed for the purposes of
this research, data were collected from trustees employed in LSGs across the Republic of
Serbia? to gain a general insight into various aspects of their work. This was complemented
by focused group discussions and semi-structured interviews with representatives of
various stakeholders to obtain additional and in-depth insights and contextual
understanding of the trustees’ work.

Desk analysis was based on the review and analysis of the normative and strategic frameworks
of the Republic of Serbia, (Annex 1) as well as available reports, analyses, statistical data, and
research studies. By searching articles published in categorized scientific journals by publish-
ers in the Republic of Serbia and catalogued in doiSerbia, it was determined that the issue of
trustees has not been the subject of any scientific papers.

The questionnaire for trustees, structured into six separate but logically connected sections
that complement each other, examined the demographic characteristics of trustees, compe-
tencies required for performing trustee duties, working conditions, tasks and workload, col-
laboration with other stakeholders, and self-assessment, through a total of 49 questions (Ap-
pendices 6.2 to 6.4). The questionnaire was completed by 119 out of 160 trustees, representing
aresponse rate of 74.4%, or nearly three-quarters of the total number of appointed trustees in
RS, ensuring the representativeness of the sample.

A total of five focus groups (FG) were organized, three of which included representatives of
trustees and other LSG employees, one with representatives of trustee coordinators, and one
with representatives of NGOs involved in migration issues in RS, providing various types of
support and assistance to migrants in LSGs. The focus group discussions involved 24 partici-
pants. Additionally, 16 interviews were conducted with representatives of state and non-state
actors crucial to the research subject. The interviews included interlocutors with diverse ex-
pertise and experiences, as well as from various positions within the institutions and organi-
zations they work for. The interviews involved four trustees, two representatives of KIRS, and
ten experts, specifically: three representatives of public administration, five representatives
of NGOs, and two representatives of academia. Participant selection was carried out using a
combination of targeted and convenience sampling. Targeted sampling enabled the selec-
tion of interlocutors based on their relevance to the research subject, while the convenience
sample included available interlocutors relevant to the research needs. The collected data
was analyzed using thematic analysis, applying predefined analytical categories: characteris-
tics of trustees, job systematization, training attended by trustees, working conditions, com-
munication with relevant stakeholders, workload, collaboration with other institutions and
organizations, limitations faced by trustees, and recommendations for improving their work
(Appendices 6.5 to 6.7).

2 The study did not include the territory of Kosovo and Metohija (KiM).
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The key limitations that influenced the outcome of the research and the interpretation of the
obtained results are as follows:

«  Official distribution of questionnaires: The questionnaire was sent to trustees from the of-
ficial email addresses of KIRS representatives, which carried a certain weight of authority.
Since it contained a question regarding the identification of the LSG where respondents
work, trustees might have perceived this information as a potential threat to anonymity.
This could have led them to provide socially desirable answers or to moderate their re-
sponses to questions related to cooperation with KIRS and LSGs, out of fear of negative
consequences.

«  Online distribution of questionnaires: Although the online distribution of questionnaires
enabled rapid and extensive data collection, researchers did not have direct control over
the conditions under which the questionnaires were completed. This lack of control could
also have resulted in socially desirable answers or misunderstandings of certain ques-
tions.

« Targeted sampling of participants in FG and interviews: After identifying relevant inter-
locutors for FG and interviews with the help of GIZ and KIRS, interviews were conducted
with those interlocutors who were available. In FG, the participation of trustees and coor-
dinators, territorially distributed according to the requirements of the research team, was
facilitated by KIRS. It is possible that such selection of interlocutors was biased, as GIZ and
KIRS representatives might have been inclined to choose colleagues with views or expe-
riences similar to their own. Consequently, the opinions presented in FG and interviews
may not reflect all variations and perspectives within the target group.

«  Familiarity with the identity of participants in FG and interviews: During the collection
of qualitative data, additional measures for data protection were undertaken through
encryption, which contributed to preserving their confidentiality and reducing poten-
tial bias. These actions enabled respondents to provide more honest answers, thereby
enhancing the credibility of the obtained results. At the same time, all statements from
respondents that could potentially lead to assumptions about their identity were elim-
inated. Nevertheless, this did not necessarily mean that all participants had complete
certainty that others would not identify them based on some answers to the posed ques-
tions.

«  Exclusion of final beneficiaries from the study: Insights from trustee service beneficiaries
could provide valuable information about the trustee’s work, particularly regarding the
everyday challenges they face, the quality of services, and potential areas for improve-
ment. Without feedback from final beneficiaries, the picture of the trustee’s work may be
incomplete and one-sided. Since service beneficiaries are the ones who directly experi-
ence the effects of the trustee’s work, their feedback is crucial for creating services that
meet the actual needs of the community. Ignoring their voices can lead to shortcomings
in adapting services to the real needs of beneficiaries, thereby reducing the overall sys-
tem’s efficiency.
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3. MAIN RESEARCH FINDINGS

3.1 POSITION AND TASKS OF THE TRUSTEE: NORMATIVE FRAMEWORK AND EXISTING
PRACTICES

Engagement of trustees in the area of migration in RS is stipulated by the Law on Refugees
of 1992, when the Commissariat for Refugees was established as a specialized and distinct
organization within the public administration system for performing expert and other tasks
related to the care, return, and integration of refugees?. The Law stipulates that “the compe-
tent authority in the autonomous province and local self-government, with the opinion of the
Commissariat, designates a person to maintain connections with the Commissariat and per-
form specific tasks for the Commissariat (hereinafter referred to as: trustee)” (Article 5, Para-
graph 4. of the Law on Refugees). These specific tasks are further detailed in the Regulation
on Refugee Care from the same year, which establishes that the trustee performs tasks related
to refugee care (Article 4 of the Regulation on Refugee Care), specifically by: 1) maintaining
connections between special operational bodies in the municipality, the city of Belgrade, the
autonomous province, and the Commissariat; 2) ensuring coordinated actions of all partici-
pants working on the reception and care of refugees in the municipality, the city of Belgrade,
and the autonomous province; 3) cooperating with the district chief; 4) collecting data on ref-
ugee care, defining their status, and ensuring the return of refugees to their previous places
of residence; 5) ensuring the regular submission of appropriate data on refugees to the Statis-
tical Office of the Republic of Serbia ; 6) providing timely public information on refugee care
(Article 5 of of the Regulation on Refugee Care).

From its very introduction, the individual appointed as the trustee in the LSG could perform
one or more other tasks outlined in the job classification rulebook within the LSG. Addition-
ally, the trustee’s duties related to refugees pertained (as they still do) to individuals who, due
to events from 1991 to 1998, fled or were forcibly displaced from the former Yugoslav repub-
lics to the territory of the Republic of Serbia, as stipulated by the Law on Refugees (Article
1). The assignment of competences to the Commissariat for the care of internally displaced
persons from the territory of Kosovo and Metohija, starting in 1999, was accompanied by the
inclusion of trustees in activities related to their care within the LSG. The role assigned to the
Commissariat was to coordinate and organize the reception and reintegration of returnees
under readmission agreements, following their conclusion and implementation starting in
2008, resulted in the expansion of the trustees’ activities to include this category of migrants.

The Law on Migration Management (LMM) of 2012 transformed the Commissariat for Refu-
gees into the Commissariat for Refugees and Migration of the Republic of Serbia and modified

3 Specific tasks performed by the Commissariat in line with the Law on Refugees, refer to the recognition and
termination of the refugee status, care and registration of refugees, organization and coordination of service
delivery to refugees, ensuring accommodation and distribution of refugees in the LSG territory, implementing
measures for the return of refugees, addressing housing needs (narrowly in line with the Law on Refugees),
maintaining records and establishing a database in line with the Commissariat mandate (Articles 5. and 6. of
the Law on Refugees).

TABLE OF CONTENTS




18 Functional Analysis of the Trustees for Refugees and Migration at the Local Level

its competences,* as well as those of other actors in the field of migration. While the Migration
Management Strategy of 2009 emphasized the exceptional importance of LSGs and their insti-
tutions in planning and regulating relations with various migrant groups, the LMM introduced
the obligation for autonomous provinces (APs) and LSGs to establish Local Migration Councils
(LMCs), assigning them an advisory role in migration governance. This law stipulated that
councils should, as a rule, consist of representatives of the executive body of the AP or LSG,
the centre for social work, the police department, the employment service, the trustee, and a
representative of the municipal or city administration. The councils are expected to monitor
and report to the KIRS on migration within their territory, propose programs, measures, and
activities for more effective migration management, and, upon formal request from the KIRS,
submit reports to the KIRS on measures taken and other issues related to migration man-
agement. Additionally, under the provisions of the LMM, the KIRS was assigned a key role in
determining the need for specialized training and continuous professional development of
local officials dealing with migration. Alongside the KIRS, the National Academy for Public
Administration (NAPA) and the Council for Professional Development of Employees (CPDE) in
LSGs have responsibilities in providing training for trustees. Finally, the Economic Migration
Strategy of the Republic of Serbia for the period 2021-2027 envisions the KIRS acting as a
partner in a range of activities, including those related to LMCs and local action plans (LAPs),
as well as development-oriented migration.

The number of trustees in the RS in 2024, according to KIRS data, amounted to 160, which
is an increase of two trustees compared to 2017 (the last year for which comparable data is
available), when there were 158. Out of this number, 52 were engaged exclusively in trust-
ee duties, while the remaining 106 performed other tasks as well. From 2008 to 2019, the
period for which the most up-to-date data on LMC is available, 145 local self-governments
established them, and the same number adopted LAPs. From 2016 to 2019, approximately
two-thirds of LAPs included returnees under readmission agreements, while about one-third
covered asylum seekers and migrants in need without established status.> A 2024 study on
migration management at the local level highlighted that the analyzed plans largely rely on
measures outlined in the Migration Management Strategy (initiating local dialogue, informing
the public, involving the civil sector, etc.), but most LAPs take a “template-based” approach
to defining goals and activities for irregular migrants and asylum seekers. In some cases, pro-
posals from previously valid LAPs are carried over, at the expense of addressing the actual

4 KIRS competences relevant for the trustees’ work are found in the following domains: proposing to the Govern-
ment the migration policy objectives and priorities, as well as measures to achieve the positive effects of legal
migration and the combating illegal migration; monitoring the implementation of migration policy measures;
provision of data for the elaboration of strategic documents in the area of migration; proposing projects in the
field of migration management; drafting an annual report to the Government on the situation in the field of
migration management; determining, proposing and undertaking measures for the integration of persons who
have been granted the right to asylum and for the reintegration of returnees under the readmission agreement;
improvement of the living conditions of internally displaced persons while they are in displacement; proposing
a program for the development of a system of measures against the families of foreigners staying illegally on
the territory of the RS and a program to support the voluntary repatriation of foreigners staying illegally on
the territory of the RS; collection, consolidation and analysis of data for migration management; immigration
and emigration reporting; creation and regular updating of the migration profile; establishing a unique system
for collecting, organizing and exchanging data; establishment of cooperation with members of the European
Migration Network; training and qualification of persons who perform tasks of importance for migration man-
agement, ensuring the availability of information important for migration issues; assistance to the Commission
for Missing Persons in connection with the conflicts on the territory of the former SFRY (1991-1995) and AP
KiM (1998-2000) and others (Art. 10. and 11. of Law on Migration Management).

5 The data taken over from the KIRS ppts prepared for the trustees’ events (https:/kirs.gov.rs/lat/dokumen-
ti-i-publikacije/prezentacije).



Functional Analysis of the Trustees for Refugees and Migration at the Local Level 19

situation on the ground and local specificities®. Past practices indicate that the central role in
the LAP drafting process is held by the LMC, within which the contribution of trustees is pre-
dominant. Most councils lack an act defining their dynamics and working methods, resulting
in many councils meeting very rarely or not at all. There is a very clear correlation between
the drafting of LAPs and the training of LMC members organized by KIRS, in cooperation with
GIZ, OSCE, and other stakeholders.

The measures implemented by KIRS to ensure the needs of migrants working with trustees are
based, among other things, on programs established by the annual government regulation
on determining incentive programs for implementing measures and activities necessary to
achieve defined goals in the field of migration management in LSGs or on programs that KIRS
carries out in collaboration with international organizations, the most significant of which
was the Regional Housing Program for providing permanent housing solutions for the most
vulnerable refugee and displaced families from the former Yugoslavia. In the latest, currently
valid, Regulation from 2024, incentives are foreseen for measures and activities aimed at im-
proving the living conditions of internally displaced persons and those residing in inadequate
housing and collective centers, reintegration of returnees under the readmission agreement,
and developing and enhancing services in LSGs focused on reintegration of returnees under
the readmission agreement (facilitating access to the education system and developing ser-
vices within the social security system). The criteria are relatively clear, and LSGs can partici-
pate in the funding program for the mentioned measures and activities if they meet, among
other things, conditions related to the establishment of LMC, 5% co-financing for incentive
measures, and 10% co-financing for activities, depending on their level of development. After
funds are allocated, the competent LSG authority forms a commission to select beneficiaries
for improving housing conditions for prescribed categories of migrants. In doing so, the LSG
is obligated to carry out construction, economic, and administrative tasks and demonstrate
the earmarked use of allocated funds in accordance with the contract signed with KIRS. The
trustee is a mandatory member of the commission, and for expert- technical assistance re-
garding the drafting of legal acts (e.g., property purchase agreements), assessment of market
value, and property suitability, they may consult experts appointed to the commission by
the competent LSG authority. The competent LSG official may assign the trustee to conduct
the process, which is the most common case, either formally or informally, and the trustee is
recognized as responsible for technical and financial reporting to KIRS. Consequently, if and
when other LSG personnel (legal department, financial department, architect, construction
expert, etc.) fail to perform their designated tasks, the trustee typically independently carries
out most of the project activities in practice.

Over the past decades, KIRS has consistently, either independently or with partners, conduct-
ed training sessions, as well as scientific conferences and workshops, including for trustees,
focusing on the development of LAPs and migration management, including crisis situations.
Additionally, NAPA has accredited a special training program by KIRS for officials performing
tasks significant for migration management. NAPA itself offers several training programs in
the field of migration, targeting LSM members and trustees, including: “Fundamentals of
Migration Management” (focusing on the normative and institutional framework), “Local Ac-
tion Plans for Improving/Enhancing the Position of Various Categories of Migrants” (aimed at
training for drafting LAPs), and “Migration and Development” (focused on building the capac-

6 Petronijevi¢ Vladimir, “Migration Management at the Local Level — Local Action Plans and Migration Councils”,
Swiss Government, International Organization for Migration, and KIRS, Belgrade, 2024.
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ity of local actors for planning and implementing public policies related to the potentials of
migrants and the diaspora, while defining conditions in LSGs necessary for empowering mi-
grants). It is not possible to gain a clear insight into the quality of this training, but according
to informal sources, they are not charged to LSG employees. Finally, it cannot be determined
whether CPDE has organized training programs in LSGs in the field of migration in recent
times.

3.2 THE TRUSTEE’S SCOPE OF WORK:
FINDINGS FROM QUANTITATIVE AND QUALITATIVE RESEARCH

Triangulation of research results enabled comprehensive insights, particularly in the context
of the process of acquiring knowledge that was, in some aspects, contradictory. This was part-
ly due to the inclusion of additional perspectives (besides those of trustees) in focus groups
and interviews (as opposed to questionnaires), but also because of additional clarifications
provided to trustees who participated in focus groups and interviews.

Key determinants of the trustees’ position — Questionnaire findings show that the majority
of trustees — about 60% of the sample - are women, that about half belong to the age group
of 55 to 64 years, and that the largest percentage - about 40% of the sample — has more than
ten years of work experience in the trustee position, which they perform in LSG, often from
advisory or clerical positions, frequently in the social services sector. Findings from focus
groups and interviews suggest that gender and age are not recognized as important determi-
nants of trustees, unlike empathy and dedication to work. The majority of trustees (about 85%
of the sample) have open-ended employment contracts, while the earnings of about 60% of
the sample range between RSD 50,001 and 100,000.

Most trustees in the sample perform additional tasks alongside their trustee duties, indicating
the diversity of responsibilities and flexibility of their position depending on the LSG. This
divided “loyalty” of trustees towards the LSG on one side and towards the KIRS on the other
side significantly influences their position and work, according to findings from focus groups
and interviews. Although they perform trustee duties assigned by the KIRS, trustees are ac-
countable to the LSGs where they are employed. According to focus group findings, there is
often a lack of understanding of the trustee’s role within LSGs, which further complicates col-
laboration with other stakeholders, upon which many trustee activities are based and which
greatly impacts the success of their work. Trustees believe that the KIRS should recognize and
present the importance and contribution of trustee duties to LSGs and that greater efforts in
positioning trustees could contribute to better coordination and increased efficiency. Trust-
ees often perceive the lack of understanding of their role by LSGs as a lack of interest in their
work, creating a sense of insufficient appreciation for themselves and the contributions they
make. This perception further diminishes efficiency in performing trustee duties. Finally, nine
out of ten trustees who responded to the questionnaire work as the sole executor of trustee
duties in their LSG, while in the remaining cases, trustee duties are performed by multiple
individuals within the same LSG.

Education of trustees - The majority of trustees in the sample hold a tertiary education, with
nearly three-quarters, while half have an education in the field of social sciences. Regarding
foreign languages, less than half speak English, while nearly a third do not speak any foreign
language.
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The findings from discussions in FG and interviews revealed that trustees are expected to
possess a wide range of knowledge and skills. Like the results of the questionnaire, these
findings point to the importance of understanding migration and migration policies, human
rights, communication and managerial skills, as well as sensitivity in working with vulnerable
groups. While one group of respondents in FG and interviews believes that it is not necessary,
though desirable, for trustees to hold a university degree, another group considers the role
of trustees to be administrative and operational-technical, arguing that a university degree
is not a prerequisite for performing the role of a trustee. Those respondents who do not
consider university education essential for the role of a trustee argue that the job description
is so specific that formal education for it practically does not exist. While the questionnaire
results showed that the majority of trustees hold university degrees, determining the level of
education as a prerequisite for assigning trustee roles was not deemed realistic or a priority
by the interview respondents.

Training of trustees — Although only a fifth of trustees had previous work experience in re-
lated fields, only a third stated that they had received training before or immediately after
assuming the position. The majority participated in up to five training courses during their
engagement. Only every fourth trustee identified the need for additional training.

The content of training relevant to trustees, according to findings from FG and interviews,
pertains to acquiring knowledge and skills that compensate for the lack of requlation regard-
ing the level and field of education required for trustees, which are crucial for their work. The
need for training that includes both theoretical knowledge and practical skills was identified.
Among the necessary theoretical training, highlighted in both questionnaire responses and
FG discussions, were training in English language; training on key concepts and processes in
the field of migration, with a particular focus on migration law, human rights, gender equal-
ity, and ethnicity; training for creating LAPs; as well as training for drafting project propos-
als and managerial approaches in general. Regarding practical skills, the development of
communication skills was identified as crucial, including working with individuals who have
experienced trauma and facing multiple vulnerabilities. Training in negotiation skills, working
with challenging clients, and burnout prevention were considered relevant for more effective
performance by trustees. It was emphasized that these types of training are particularly help-
ful for those just starting in the role, as they provide basic support and knowledge to address
potential challenges and stressful situations. Finally, all FG and interview participants high-
lighted the importance of training that is interactive, continuous, and multi-day, with a good
balance of theoretical and practical components. The transfer of knowledge from one trustee
to another within the same LSG was considered extremely important but is not given suffi-
cient attention, leading to the loss of institutional memory when a trustee retires or moves to
another position. New trustees then require significant energy, time, and effort to familiarize
themselves with their duties, user identification, and similar tasks. Trustees believe that the
most useful training method for this complex role is mentoring new colleagues, which would
enable better preparedness and faster adaptation.

Working conditions — Almost all trustees have access to basic technical means, such as com-
puters and the Internet, while six out of ten of them share an office with other officers. Also,
slightly more than half of trustees do not have a vehicle available when they need it, while
almost 90% do not have an interpreter when needed. Only two-thirds of respondents have
access to expert services in LSGs when needed.
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Systematization and scope of work - In nearly three-quarters of cases, trustees who par-
ticipated in the survey believe that the position of trustee is systematized, but slightly less
than half of them consider the systematization adequate. Work procedures, according to their
opinion, are generally clearly defined and easily accessible, and any ambiguities are success-
fully resolved through communication with KIRS and superiors. Participants in focus groups
and interviews have no doubts that trustees face complex challenges, which, among other
things, stem from insufficiently regulated systematization of their work.

The results of the part of the survey that highlighted the diverse ways trustees reported their
ranks, departments, and sectors in which they are employed, and which required further clar-
ification in focus groups and interviews, revealed a connection between this and the issue of
systematization of trustees’ work, as well as the categories of migrants trustees are supposed
to work with and the scope of their tasks. Solutions to the systematization issue were sought
through two different approaches - systematization of trustees’ work within KIRS and
collaborative efforts between KIRS and LSGs to systematize trustees’ tasks. The content of sys-
tematization and the scope of trustees’ work, according to one group of participants, should
involve profiling from the perspective of operational-technical tasks, while another group be-
lieves trustees should have significantly broader authority in managing migration at the local
level. In this context, and considering national policy efforts to profile migration as a com-
ponent of societal development, the need to expand the categories of migrants that trustees
work with, was emphasized.

Workload of trustees- Survey findings indicate that the majority of respondents, nearly nine
out of ten, work with internally displaced persons and refugees from former SFRY republics, as
well as returnees under readmission agreements’. As explained in focus groups and interviews,
trustees have been working in the field of migration for three decades, specifically with these
categories of migrants. Only a small number of trustees work with other categories — asylum
seekers, economic migrants, diaspora — according to survey findings. However, some inter-
view participants pointed out the possibility of changing the target groups of trustees, which
requires a developmental approach to designing the role and scope of trustees’ work. Most of
them do not consider it feasible for trustees to engage in work with economic migrants and di-
aspora, arguing that this would require significant changes in trustees’ work and impose
excessive workload. Existing migration trends in Serbia, according to some participants, in-
cluding experts, trustees, and coordinators, are sufficiently complex to suggest that it would be
more effective to organize trustee services (instead of individual trustees) to work with various
categories of migrants. Similar to survey findings, LMCs are recognized as important actors, al-
though their work lacks consistency, but they could enhance the effectiveness of trustees’ work.

Despite the highlighting in FG and interviews that working with beneficiaries represents the
main segment of the trustees’ work, the majority of them, slightly over one-third, spend 20%
to 40% of their time in direct interaction with clients. In addition to working with beneficiaries,
linking up various stakeholders within the community constitutes the core of the trustees’
duties. Their work also includes administrative tasks, such as participating in committees for
allocating different types of assistance and support to beneficiaries. Trustees in focus groups
emphasized that they are often engaged outside working hours and on weekends, given that
their work is conditioned by the dynamics of assistance distribution and fieldwork.

7 In addition to these categories, KIRS recognizes voluntary and assisted returnees who were not covered by
the questionnaire.
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The questionnaire results revealed that slightly more than half of the trustees occasionally feel
overwhelmed, while approximately the same percentage reported either being burdened or
not. The time, trustees report to spend on their duties varies significantly, ranging from just
20% to as much as 100% of their working hours. Namely, an identical percentage of respon-
dents (one-quarter) stated that they spend between 20% and 40% of their working hours, or
between 80% and 100% of their working hours, on trustee duties. Only slightly over one-quar-
ter of trustees perform their duties full-time, according to their own words, as do those who
dedicate 20% to 40% of their working hours to these tasks. Engagement in these tasks de-
pends on the directives from KIRS and the trustees’ own assessments, with the majority (eight
out of ten) indicating that they participate in making important decisions in areas relevant to
their work. About one-third of trustees believe their work is appreciated, in contrast to half
who are uncertain.

Collaboration and communication with other stakeholders — Trustees who participated in
the quantitative research reported that their best collaboration is with KIRS, with nearly all rat-
ing it the highest. Collaboration with LMC was also rated highly, with eight out of ten trustees
being council members. Although rated lower, compared to collaboration with KIRS and LMC,
cooperation with NGOs was still assessed positively. However, over one-third of respondents
stated that they have no collaboration with NGOs at all. Cooperation within LSG, with munici-
pal services, and social protection institutions was rated as good, while collaboration with the
judiciary received the lowest rating.

The findings from FG and interviews are, in certain aspects, inconsistent with the findings
from the questionnaire, partly due to the inclusion of interlocutors such as coordinators and
experts, and partly due to the presumed greater autonomy and authority of the interlocutors
to express their opinions. Primarily, trustees and coordinators of trustees who participated
in the FG emphasized the importance of the personality of the trustee and their positioning
within the LSG in terms of cooperation and communication with other actors. They argued
that the cooperation and communication of trustees with the LSG are one-way, in the sense
that trustees execute the tasks assigned to them. Inconsistent with the findings from the
guestionnaire about the high satisfaction of trustees with cooperation with LSG, the interloc-
utors highlighted that, based on their experience and knowledge, trustees typically perform
the overall work of the council, as otherwise, the work would not be completed. Cooperation
and communication with KIRS were rated as satisfactory by the trustees who participated in
the FG and interviews, in terms of working with coordinators, but not in terms of deadlines for
task completion. Trustees believe that the deadlines they receive from KIRS should be more
flexible, as the current ones often pose challenges in task execution. They need the most
support from colleagues within the LSG precisely because of the short deadlines, which they
often cannot meet through individual work. Mutual cooperation and communication among
trustees were identified by all interlocutors as important, and they pointed out the need for
their deepening. Collaboration and communication between trustees and NGOs were de-
scribed as mutually beneficial, though not as prevalent as might be expected. The statements
of several experts, primarily but not exclusively from NGOs, that they have only recently be-
come acquainted with the position of trustees, despite working in the field of migration and/
or public administration for a long time, indicate the insufficient visibility of trustees. Howev-
er, this may also be linked to the finding from the questionnaire that a small number of trust-
ees collaborate with NGOs, and that the NGO representatives participating in this research,
despite their engagement in LSG, do not work with the categories of migrants that trustees
deal with. Finally, cooperation and communication between trustees and beneficiaries were
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assessed as extremely significant in both the FG and interviews, and according to the findings
in the FG, could be improved through training for working with vulnerable beneficiaries.

Challenges in work - The key challenges perceived by trustees in their work, based on the
findings from the questionnaire, are a lack of resources and being overburdened with addi-
tional tasks. This is complemented by challenges identified as key in the FG and interviews,
which include challenges arising from the position trustees hold due to divided responsibili-
ties and loyalties between the LSG and KIRS, as well as the functioning and cooperation within
the LSG and with KIRS, which can result in unclear and conflicting priorities in their work.
Combined with the incomplete systematization of trustees’ tasks and the subjective percep-
tion of insufficient material and non-material valuation of these tasks, also significant chal-
lenges, the obstacles faced by trustees were perceived by all interlocutors as complex.
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4. RECOMMENDATIONS

Based on insights gained through desk analysis, processing of quantitative and qual-
itative research results, and a broader consultative process?, the position and work of
trustees can be improved through innovations at the level of organization and content
of trustees’ tasks.

4.1 RECOMMENDATIONS FOR IMPROVING
THE ORGANIZATION OF THE TRUSTEES’ WORK

Improving the organization of trustees’ work can be approached in two ways, described here
as Model 1 and Model 2. Model 1 involves activities at the central and local levels without
legislative reforms, while Model 2 requires legislative reforms.

Model 1 - The starting point of this model is the efficient and effective achievement of objec-
tives defined in the Law on Refugees and the Law on Migration Management.

In this context, and having in mind long-term experiences of KIRS in cooperation with par-
ticular LSGs, it is recommended to conduct thorough, systematic, and continuous research
and monitoring of the needs and capacities of LSGs regarding the care and integration of
migrants, as well as broader issues in the field of migration management at the local level, for
the purpose of subsequent mapping and grouping of LSGs in accordance with the short-term
and medium-term goals of the KIRS in the field of migration governance. This would result in
asymmetric treatment of LSGs by the KIRS, with a focus on LSGs of particular interest to the
KIRS. This nomenclature should be periodically updated in line with changing circumstances,
which requires the availability of reliable and timely data, as well as good planning of short-
term, medium-term, and long-term trends and needs. Since no appropriate document of this
type was encountered during the research process for the preparation of the functional anal-
ysis of the trustee, although it is believed that KIRS has a solid understanding of these issues,
the mentioned data should be made publicly available due to their potential usefulness for
other aspects of local development.

It is recommended that the KIRS, based on the created nomenclature, conclude agreements
or otherwise regulate these issues with all LSGs or those identified as being of particular
interest for the tasks under the KIRS' purview. These agreements would more closely regu-
late mutual cooperation, especially qualifications, ranks, job descriptions, and other specific
issues of importance to the trustee. There are no legal obstacles to appointing multiple
trustees in particular LSGs. Ideally, this individual should be employed in the Department for
Social Affairs due to the related nature of the work, information sharing, and the possibility
of substitution and mutual assistance. Decades of experience in cooperation between the
two levels of government have provided insight that, although there are no legal barriers
for KIRS to request that an individual in a position within the LSG be appointed as a trustee,

8 A round table entitled “Organization and activities of the trustee for migration at the local level” was delivered
in Belgrade on 3 December 2024, to present preliminary findings of the study. It gathered 44 actors (trustees
and experts), including representatives of GIZ, KIRS and UB-FPS.
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it is not rational to insist on this under normal circumstances. In crisis situations, it would
be extremely important and desirable for a member of the municipal council or the deputy
mayor to take on the role of trustee, so it is recommended that the agreement foresee the
possibility of such intervention as a proposal from KIRS.

KIRS has the ability to participate to a certain extent in the appointment of trustees, given that
the competent authority of the LSG is obliged to obtain the opinion of KIRS beforehand. In
this regard, it is recommended that KIRS organize an interview with the candidate for trustee,
especially if it concerns an LSG identified in KIRS's nomenclature as being of particular impor-
tance for KIRS's tasks. This way, KIRS will be in a position to influence the appointment of a
trustee who possesses personal qualities (empathy), relevant experience, and readiness for
professional development in the field of migration. Additionally, KIRS, together with MDULS,
has the option to influence LSGs that have not, in accordance with the law, appointed individ-
uals for maintaining communication with KIRS and performing certain tasks for KIRS, or have
not established LMCs within the territory of the LSG.

Positive law stipulates that both the trustee and at least one individual in a position within the
LSG are mandatory members of the LMC, and collected experiences indicate that the trustee
is most often its most competent member. The legislator has deemed the competencies and
knowledge of the trustee to be significant for the LSG, as well as for the LMC when it comes
to monitoring, reporting, proposing changes, measures, and plans of importance for migra-
tion management at the local level. In this regard, it is recommended to further enhance the
capacities of the trustee in strategic planning, given their actual role in processes occurring
within the LMC, particularly in the development of LAPs.

Regarding tasks that encompass economic and development migration, primarily mapping ac-
tivities and cooperation with the diaspora, given that this is not clearly defined by positive leg-
islation, KIRS can contribute to understanding, strategic planning, and implementation of pro-
grams in the field of economic migration through support for the work of trustees within LMC.

At the same time, considering that the scope of tasks performed by the trustee for KIRS is de-
termined by the Law on Refugees and supplemented by the Law on Migration Management
in the part related to the trustee’s membership in LMC, it cannot be concluded that there is a
normative possibility for the automatic inclusion of the trustee in the field of economic and
development migration beyond the collection and systematization of data on the ground.
This stance does not exclude the possibility for KIRS to regulate its other relations with AP and
LSG, or for ministries directly responsible for tasks related to economic migration, develop-
ment migration, and cooperation with the diaspora to delegate appropriate tasks to LSG or
AP, which may appoint the same individual as the trustee for KIRS.

In LSG, these issues are predominantly handled by senior civil servants and LED offices, which
are natural contact points for these processes. In this sense, cooperation between special-
ized bodies, such as migration service centers established at nine branches of the National
Employment Service in RS, and LSG should be conducted through economically oriented ser-
vices within LSG. Trustees rarely come into contact with migrants who are the target group of
migration service centers. This could be improved by encouraging more intensive information
exchange and structured collaboration between trustees, LED offices, and migration service
centers (where they exist), based on the understanding that migrants represent a valuable
resource for many LSG, especially those experiencing dramatic demographic losses and labor
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market disruptions. In such cases, various actors (including trustees) should be encouraged
to enhance their cooperation within LMC. Given that all LSGs are legally obligated to estab-
lish LMCs, and that these councils include various local actors, it is important to leverage the
potential of LMCs to be at the center of local considerations regarding economic and devel-
opmental migration. Consideration should also be given to the possibility that, in some LSGs,
it may be entirely rational for the same official to be assigned duties (“tasks”) both in areas
primarily under the KIRS' competences and in areas of economic and developmental migra-
tion, which are primarily managed by other ministries. In such cases, this would involve dual
delegation of responsibilities to the same local public officer.

Model 2 - The starting point of this model is legislative reform. Although it played an import-
ant role at the time of its adoption, the Law on Refugees is outdated. In relation to the Law on
Migration Management, it represents lex specialis, but it would be appropriate to consolidate
the matters of care, integration, repatriation, and other related institutes in the field of migra-
tion management into a single systemic legal act, with clearer definitions of the relationships
between stakeholders in the horizontal and vertical division of power in RS. There is a basis to
include legal institutes of asylum and temporary protection in these considerations. Naturally,
this approach would allow the capacities and role of KIRS to be comprehensively addressed
in one law and its competences defined in accordance with real needs and the vision of its
future role in all aspects of migration governance. Legal provisions would more closely regu-
late the relationships between KIRS, AP, and LSG, although this matter could also be regulated
through secondary legislation.

Amendments to the Law on Local Self-Government could also be considered to expand the
original competences of LSGs to include migration management at the local level. LSGs al-
ready manage migration through their strategic documents and the exercise of their other
competences, so this would merely formalize the fact that migrations are an inevitable phe-
nomenon in the functioning of LSGs.

The very term “trustee” could also be changed and clarified, given that the legal system of
the Republic of Serbia already includes other highly visible institutions with the term trustee
in their names. Moreover, the delegation of tasks is not characteristic and common only in
the field of migration. Titles such as “Trustee for Refugees and Migration” or “Trustee for
Migration” would better reflect the nature of this institute and enhance its visibility. In this
form, it could be included in the Law on Migration Management, as well as in the Law on Lo-
cal Self-Government, if the legislator is willing to expand the original competences of LSGs to
certain aspects of migration.

4.2 RECOMMENDATIONS FOR IMPROVING THE TRUSTEES’ WORK

In both models, improvement is recommended in several key areas, namely: 1) specializa-
tion of training, 2) comprehensive support to trustees in their work, 3) improvement of
working conditions and resources, and 4) clearer definition of the work framework and re-
sponsibilities.
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In this way, the implementation of both models would ensure alignment with the goals of the
Global Compact for Safe, Orderly, and Regular Migration (2018)° hat are relevant to the scope
of work of trustees, specifically: collecting and using accurate and reasoned data as a basis for
evidence-based policymaking, providing accurate and timely information at all stages of mi-
gration, ensuring personal documents for all migrants, improving the availability and flexibility
of pathways for regular migrants, reducing the vulnerabilities of migrants, ensuring access to
appropriate services for migrants, empowering migrants and societies to achieve full inclusion
and social cohesion, eliminating all forms of discrimination against migrants, and promoting
evidence-based public discourse to shape perceptions of migration, fostering cooperation to
facilitate safe and dignified return and readmission, as well as sustainable reintegration. The
principles of the GCM, which are directly embedded in the recommendations for improving the
immediate work of trustees, include a migrant-centered approach, respect for human rights,
gender responsibility, and consideration of the best interests of the child. Additionally, the
recommendations are elaborated from a perspective that views migration as a multidi-
mensional reality. Accordingly, a multi-sector approach to migration is important, as is building
partnerships among various stakeholders in society. The trustee represents one of those
actors relevant in this migration concept and works on connecting other actors.

4.2.1 RECOMMENDATIONS RELATED TO PROFESSIONAL
DEVELOPMENT AND TRAINING

To address the current and future needs of migration policies and work with vulnerable
groups, it is crucial to ensure systematic and continuous support for trustees through certain
generic and targeted training and development programs.

a) Training on specific knowledge and skills - Trustees should participate in training that
covers key knowledge and skills necessary for performing their duties. This includes:

- Migration governance: Training on the basics of migration law, legislation, procedures,
and international conventions.

«  Human rights: Understanding fundamental human rights and obligations toward mi-
grants and refugees.

+ Gender and ethnic equality issues: Training on gender equality, understanding, and
addressing problems arising among migrants of different ethnic groups.

« Dynamics of vulnerable groups: Understanding the specific needs of vulnerable
groups, including children, women, the elderly, and persons with disabilities.

« Communication and negotiation skills: Learning how to effectively communicate with
migrants, especially in stressful situations, as well as developing negotiation skills when
working with challenging beneficiaries.

9 Global Compact for Safe, Orderly and Regular Migration (https://docs.un.org/en/A/RES/73/195)
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- Drafting public policy documents: Training that would enable trustees to competently
participate in the drafting of various documents at the local level, including LAPs.

«  Project writing: Training that would help trustees develop the ability to write project
proposals, particularly in the context of migration and humanitarian aid.

« Coping with traumatic reactions and burnout: Training courses that provide tools for
recognizing and dealing with emotional stress and burnout, which are common when
working with vulnerable individuals, as well as mechanisms for personal support and
stress prevention.

b) Keeping training records by KIRS - It is important for KIRS to continue maintaining re-
cords of which trustees have completed specific training programs, as certain LSGs rarely or
never improve their capacities. Such records would be helpful in formulating training plans
targeting LSGs and trustees with less experience and skills.

) Practical, interactive, multi-day, and ongoing training - Training sessions should be:

« Interactive: Trustees would participate in simulations, workshops, and group discussions
that enable understanding and resolving real-life situations encountered in the field.

«  Multi-day: Training courses lasting several days provide sufficient time for a detailed un-
derstanding of topics, experience sharing, and working on specific cases.

«  Post-training support: After completing the training, it is necessary to enable trustees
to have access to trainers or experts to ask additional questions and clarify uncertainties,
ensuring continuous support in daily work.

« Continuous: Considering the dynamic nature of migration and rapidly changing needs,
it is recommended to implement continuous development programs. Trustees should
have the opportunity for regular learning and keeping up with new information, laws, and
procedures to stay updated and avoid outdated knowledge or skills.

d) Developing language competencies and digital skills — To ensure effective communication
with migrants who do not speak the local language, introducing foreign language training, primar-
ily English, is of key importance. Trustees should learn basic language skills that enable them to
communicate with foreigners and migrants, reducing language barriers and facilitating assistance.
Developing digital literacy would allow trustees to navigate administrative procedures more easily.

e) Introducing formalized mentorship among colleagues and supervision - It is proposed
to introduce formalized mentorship programs, where experienced trustees could assist new
colleagues, provide advice, and share knowledge about best practices in a systematic and
organized manner. This approach enables:

«  Ongoing exchange of knowledge: With the help of experienced colleagues, new trust-
ees can quickly overcome procedural and operational challenges.

« Increased efficiency: Mentorship programs enable faster integration of new trustees
into work and reduce the likelihood of errors due to unfamiliarity.
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« Adaptability: Mentorship can be tailored to the specific challenges of each individual
and local community, enabling a more personalized and effective development.

The introduction of supervision, in the context of preserving mental health as well as work
quality, represents a significant step toward providing additional support to trustees, espe-
cially in complex and stressful work environments, as well as in situations requiring emotional
stability and the making of difficult decisions. This process involves regular sessions led by
experts, trained supervisors who provide professional and emotional support to trustees.

Supervisors would assist trustees in resolving professional dilemmas, analyzing complex cas-
es, and providing guidance for decision-making. Their role is crucial in recognizing and ad-
dressing stress and burnout syndrome, which are common in work with vulnerable groups.
Supervision also enables continuous monitoring and evaluation of the trustees’ work. Feed-
back provided by supervisors contributes to identifying areas for improvement and ensures
the achievement of high standards of work quality.

The combination of mentorship and supervision provides comprehensive support, as mentor-
ship focuses on the operational aspects of work, offering practical guidance and assistance in
daily tasks, while supervision ensures professional guidance, emotional stability, and profes-
sional development. Additionally, it would be beneficial to encourage intervision as a peer-
to-peer support model that trustees could establish to provide mutual support.

4.2.2 RECOMMENDATIONS RELATED TO COMPREHENSIVE SUPPORT AS A KEY TO
IMPROVING THE TRUSTEES’ WORK, WORKING CONDITIONS, AND RESOURCES

Trustees represent a significant pillar in LSG in responding to the needs for interventions in
working with beneficiaries. For trustees to effectively meet the needs of communities and
improve the quality of their work, it is necessary to develop a support system that includes
recognition of their contributions, better communication with key stakeholders, and an in-
crease in resources.

a) Recognition of trustees’ work through raises, awards, and acknowledgments - One
of the key steps to improving the position of trustees is the establishment of a system that
recognizes and values their contributions.

« Adjusting salaries to the complexity and importance of the trustees’ work is signifi-
cant for enhancing their sense of professional security and satisfaction.

+ Introducing annual awards or recognitions for outstanding work performance, as well
as for innovative solutions, would motivate trustees and simultaneously improve the per-
ception of their role in the community. The KIRS website and the Annual Assembly of
the Standing Conference of Towns and Municipalities (SCTM) represent meaningful ap-
proaches to increasing the visibility of trustees’ performance. It is possible to propose a
panel discussion at the next assembly to promote the results of local self-governments
whose trustees have secured the most funds for the care and empowerment of certain
categories of migrants.
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« In addition to basic salaries, financial support through benefits, such as covering mo-
bility costs or procuring work materials, would significantly enhance the efficiency of
trustees in their daily tasks.

b) Support from KIRS to trustees - KIRS plays a key role in empowering trustees through
structured support that includes resources, coordination, and advocacy for their interests.

« Formally emphasizing the importance of trustees within KIRS and to LSG would im-
prove their position and increase the visibility of their contributions.

« Theintermediary role of KIRS: KIRS could act as a mediator between trustees, LSGs, and
NGOs, facilitating communication and ensuring the necessary resources and information.
This support would reduce the administrative burden on trustees and enable them to
focus on the key aspects of their work.

+ Regular meetings and clear communication between KIRS, coordinators, and trustees
would ensure timely information about new tasks and procedures, thereby increasing
their efficiency.

« Encouraging the networking of trustees, with the mediation of KIRS - The excellent
practice of periodic gatherings of trustees organized by KIRS should continue to be sup-
ported, as it contributes to networking, information exchange, and a better understand-
ing of the role of trustees in local self-governments (LSGs).

¢) Strengthening cooperation with LSGs - Local self-governments play an important role in
supporting trustees and enabling the efficient performance of their duties.

Local authorities should recognize the importance of the trustees’ role in the community and
contribute to their work through institutional support.

Educating LSGs about their significance can enhance mutual understanding and cooperation:

« Raising the visibility of trustees in LSGs: The insufficient visibility of the trustees’ role
and their responsibilities often leads to misunderstandings and a lack of support in LSGs.
Educational campaigns through media and institutional promotion of the importance of
the trustees’ role would contribute to better public awareness of their function and
responsibilities. These activities would further strengthen community trust in the work
of trustees and facilitate the establishment of stronger connections with local stakeholders.
To achieve this, trustees need to participate in broader consultative pro-cesses within LSGs.

« Logistic and administrative support from LSGs would enable trustees to focus on the
key aspects of their work instead of addressing technical and organizational challenges.

« Providing incentives for the work of local migration councils (LMCs), which would
fully plan and implement migration policies, would allow trustees greater flexibility and
better coordination with local stakeholders. More active migration councils would sup-
port trustees in working with migrants, enable their participation in planning local pol-
icies, and thereby ease their daily communication with relevant actors at the local level.
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d) Strengthening cooperation with the non-governmental sector - Non-governmental
organizations represent a valuable source of additional resources and professional support
for trustees:

Partnerships for addressing specific challenges: Through cooperation with the
non-governmental sector, trustees could more easily access specialized resources, train-
ing, and information needed for working with vulnerable groups.

Continuous communication: Regular information exchange with the non-governmen-
tal sector would enable better alignment of activities and coordination in addressing spe-
cific problems on the ground.

4.2.3 RECOMMENDATIONS RELATED TO IMPROVING
THE WORKING CONDITIONS AND RESOURCES OF THE TRUSTEE

a) Improving necessary working conditions and providing essential resources - To en-
able trustees to perform their tasks efficiently, it is necessary to improve their working
conditions. The lack of vehicles and interpreters severely limits mobility and communi-
cation, especially in situations requiring quick responses or fieldwork. Adapted work-
spaces, equipped for working with clients and ensuring privacy, would enable trustees to
provide higher-quality services. To allow trustees to take annual leave as needed, LSGs
should ensure appropriate replacements during their absence.

b) Conducting detailed and regular workload analyses of trustees - Conducting detailed
and regular workload analyses of trustees represents a significant step toward optimizing
their work, aligning tasks with capacities, and planning human resource policies in LSGs. For
workload analysis to be effective, the following mechanisms need to be established:

Regular monitoring of work tasks: Recording the time spent on various activities, in-
cluding administrative work, field visits, communication with beneficiaries, and reporting.

Quantitative and qualitative analysis: Combining data on the number of beneficiaries
and interventions with feedback from trustees on challenges in their work.

Geographic context: Analyze specific needs in municipalities with a high number of
beneficiaries, particularly in communities with significant migratory movements.

¢) HR policy planning - Based on the results of the analysis, it is necessary to:

Redistribute tasks: Adjust the scope of duties of trustees in accordance with their capac-
ities and the priorities of LSGs.

Create clear procedures: Define protocols for task management that will reduce admin-
istrative burden and allow more time for working with beneficiaries.
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The results of workload analysis should serve as the basis for assessing the need for ad-
ditional trustees, taking into account future trends in LSGs related to migration.

4.2.4 RECOMMENDATIONS REGARDING CLEARER DEFINITION
OF THE ROLE AND COMPETENCES OF THE TRUSTEE

a) More precise systematization of work roles - More precise systematization of work roles
would enable better professional orientation and dedication of trustees. More precise sys-
tematization can be achieved through continuous tripartite cooperation - between trustees,
LSGs, and the Commissariat. Additionally, it is necessary to establish procedures for monitor-
ing and evaluating the work of trustees, including tracking their workload, to ensure an even
distribution of assignments and optimal efficiency.

It is recommended to improve the existing job description of trustees prescribed by the Reg-
ulation on Refugee Care, as follows:

The trustee performs tasks related to the care of refugees, internally displaced persons, re-
turnees under the readmission agreement, persons granted asylum or subsidiary protection,
voluntary returnees, and others,!® by: 1) maintaining communication between special oper-
ational bodies in LSGs and the Commissariat; 2) ensuring coordinated actions of all partici-
pants working on the reception and care of the mentioned categories of migrants in LSGs;
3) collaborating with district heads and trustees from other, especially neighboring, LSGs; 4)
collecting data on the care of refugees, internally displaced persons, returnees under the re-
admission agreement, defining their status, and ensuring their return to previous places of
residence; 5) collecting data on the care of persons granted asylum or subsidiary protection
and providing relevant information; 6) ensuring the regular submission of appropriate data on
the mentioned categories of migrants from the territory of their LSG; 7) participating in the
work of LCMs and, in accordance with their competencies, providing analytical support in the
development of strategic documents significant for migration management in the territory
of their LSG; 8) ensuring timely public notification about care measures for the mentioned
categories of migrants.

The trustee performs tasks of providing support to refugees, internally displaced persons,
returnees under the readmission agreement, persons granted asylum or subsidiary pro-
tection, voluntary returnees, and others, with the aim of their full integration, participation,
and economic empowerment, by: 1) informing the KIRS about the needs of these catego-
ries of migrants in LSGs and proposing specific support and incentive measures; 2) informing
these categories of migrants about available services and support and incentive measures
accessible within the territory of LSGs; 3) monitoring public calls for the selection of LSGs
in incentive and assistance programs of governmental, non-governmental, and international
organizations and is obliged to participate in the work of the commission for the allocation of
assistance; 4) participating in the implementation of annual incentive programs for the execu-
tion of measures and activities necessary to achieve the defined goals in the field of migration

10 The underlined text implies recommended modifications to the current job description.
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management in LSGs, as determined by the Government of the Republic of Serbia; 5) facilitating
the realization of rights for these categories of migrants in areas under the jurisdiction of LSGs; 6)
participating in the proposal, development, and implementation of integration measures for
these categories of migrants in the fields of education, healthcare, employment, housing, social
protection, and others, in cooperation with relevant stakeholders.

b) Creating data and evidence for plans and policies - It is necessary to improve proce-
dures for collecting, developing, and regularly updating databases of persons with refugee
status, internally displaced persons, and returnees under the readmission agreement (includ-
ing both voluntary and non-voluntary or forced returned returnees) within their LSGs. This
would enable better contextualization of Local Action Plans (LAPs) and the translation and
adaptation of policies into suitable local practices. This could serve as a basis for mainstream-
ing, i.e., integrating migration into all local policies. The trustee should transparently inform
individuals about the rights applicable to them and the ways in which they can exercise these
rights.

¢) Profiling trustees as field workers - Contextualizing trustees as field workers, in line with
the existing activities they perform and those expected to expand in the future, could en-
hance the effectiveness of their work. Monitoring migration movements and needs at the
local level through fieldwork would enable the identification of areas requiring additional
professional resources. The inclusion of additional capacities contributes to improving service
delivery and facilitates fieldwork, especially in communities with pronounced needs.
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5. CONCLUSIONS AND POSSIBLE
DIRECTIONS FOR FURTHER ACTION

The conclusion of this analysis is that the position of trustees reveals significant inconsistencies
across a number of or in several key aspects. These include differences in terms of the level
and content of their education, knowledge and skills acquired through training, job systemati-
zation, workload (especially direct work with beneficiaries), cooperation with LSGs and within
them, as well as general working conditions, which, although they may facilitate or hinder
the performance of professional tasks, are not insurmountable obstacles to task execution.
On the other hand, poorer working conditions in certain LSGs (quality of offices, equipment,
and availability of vehicles) are of an objective nature and result from the weaker economic
situation in the LSGs. While it is clear that the role of trustees can vary significantly depending
on the specific needs of different LSGs, the current situation is characterized by limitations
and challenges that do not allow sufficient flexibility in this role. Instead, there is a problem of
disorganization in some segments that define the work of trustees. One of the most notice-
able common characteristics of practice is that the existing structure often operates relatively
informally and spontaneously, depending on the personal capacities and commitment of the
individual performing the trustee’s duties in the LSG. Existing trustees essentially differ only in
their personal approach to their work tasks. In this context, empathy towards beneficiaries is
not taught, and experience in working with “challenging” beneficiaries is often gained through
practice. An additional disadvantage is the findings indicating that knowledge and skills are
not systematically and strategically transferred to the “new” generation of trustees, which
would be necessary based on insights into the trustees’ age and length of service. Namely, the
current workforce performing these duties is experienced and older, possessing the so-called
“wisdom of practice” knowledge and skills. Their retirement is expected, yet planning for the
transfer of knowledge and skills has been lacking.

The research confirmed that, regarding the competencies of the KIRS and the consequent
competencies of trustees, it is important for trustees to have knowledge and understanding
of the normative and strategic framework of the Republic of Serbia (as outlined in Annex 6.1).
At the same time, the work of trustees is predominantly focused on the so-called “tradition-
al” trustee tasks, i.e., tasks related to the care of refugees, internally displaced persons, and
individuals from the readmission process. For these standard tasks, trustees would benefit
from the title of advisor within LSGs, in the manner in which this title is legally regulated.
Trustees whose tasks go beyond the care of refugees and displaced persons and assistance
to individuals from readmission, in terms of analytical tasks such as preparing Local Action
Plans (LAPs) and deeper engagement in the process of developing the potential of economic
migration, would benefit from the title of independent advisor, in the way this title is legally
regulated. In this regard, one of the significant challenges identified in this analysis is the
inability of trustees to keep up with developmental needs in the field of migration, given
the current organization of their work. Namely, the currently broad range of tasks, combined
with administrative obligations, does not allow them to dedicate themselves to new, develop-
ment-oriented functions of migration management at the local level. Within the existing or-
ganizational frameworks, trustees should not actually cover this specific area. However, there
is a tendency for the tasks currently under the jurisdiction of trustees to completely change
or become obsolete in the near future. This transition to new functions raises the question
of how and within what framework the tasks of trustees should be monitored, revised, and
adapted so that they can effectively respond to the growing challenges of migration and mi-
gration management at the local level.
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Addressing these issues highlights the need to restructure the existing system of trustees’
tasks to enable a shift toward new roles and functions that align with the dynamics of migra-
tion and the specific needs of LSGs. This review process requires a comprehensive approach
that takes into account both the new development needs of migration, as well as the abilities
and resources of trustees, as well as adequate training and institutional support that will en-
able them to take on new responsibilities in the future, in accordance with the specific needs
of the LSGs in which they are employed. Namely, in the process of analyzing the position,
status, and effectiveness of trustees in migration management tasks at the local level in the
Republic of Serbia, there is a relative consensus among all stakeholders that certain improve-
ments are needed in the existing system, which since 1992 has focused on providing care,
assistance with integration, and the return of displaced persons, and has meanwhile evolved
in line with the government’s changing approach to migration.

The mutual rights and obligations of the KIRS and LSGs in the areas of care, return, and in-
tegration of various categories of migrants are primarily regulated by the Law on Refugees
(1992) and the Law on Migration Management (2012). It is noteworthy that these laws define
the jurisdiction of KIRS first through a general clause and then, mutatis mutandis, by listing
specific tasks. The first law defined KIRS’s mandate as performing expert and other tasks
related to the care, return, and integration of refugees and associated administrative tasks,
while the second defined it as performing professional and other tasks related to migration
management and associated administrative tasks.

By its nature, for the effective performance of certain tasks, KIRS relies on cooperation with
LSGs, and each LSG has a legal obligation to designate a person who will maintain communi-
cation with KIRS and perform certain tasks for KIRS. Itis clear that KIRS does not have identical
needs across the territories of all 174 LSGs, and the unequal level of development and capacity
of LSGs leads to the conclusion that it is not rational to expect them to uniformly meet all the
needs of KIRS.

The uniqueness of the existing system is reflected in the specific constellation of relationships
between KIRS, LSGs, and trustees. It is clear that KIRS and LSGs share jurisdiction in providing
services to various categories of migrants. The flexibility of the existing system of relation-
ships between KIRS and trustees allows trustees to seek clarification and assistance not only
from the professional services of their LSGs but also from KIRS services and their fellow trust-
ees from other LSGs.

From the perspective of central authority, the existing system is significantly more economical
compared to, for instance, tax administration or the network of social work centers, where the
principle of deconcentration of public administration is applied. Instead of employing at least
200 trustees as civil servants, KIRS has access to a relatively competent trustee employed in
local administration. This model inherently contains flexibility. Namely, some LSGs, for various
reasons, did not have a significant need for refugee care, so individuals designated as trustees
continued to perform their regular duties in accordance with internal job systematizations
and the needs of various services. Readmission agreements in certain LSGs raised the issue of
providing specific public services to individuals who are not refugees. When necessary, LSGs,
through trustees, could respond to demands in line with measures implemented by KIRS to
meet the needs of various categories of migrants, without raising the issue of new employ-
ment. The efficiency of this model is reflected in KIRS's position to choose which LSGs to focus
on for implementing care, empowerment, and integration measures, while the LSGs them-
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selves had the opportunity to express their level of interest in migration, as well as their needs
and priorities regarding the provision of public services to different categories of migrants.
Similarly, to some extent, LSGs have autonomy to formulate their public policies and allocate
available resources, both human and material, in accordance with their own prioritization.

In the process of inclusive research into the position of trustees within the described system,
we identified inevitable weaknesses of this approach. The trustee is formally and legally part
of one (local) administrative system but has a clearly defined obligation to fulfill expert and
other tasks, either office-based or fieldwork, delegated by KIRS. Tasks received within the
local administration can compete with obligations towards KIRS, especially when deadlines
for certain work assignments overlap. The strong connection between the trustee and KIRS,
reflected in the very title of the position, contributes to confusion regarding affiliation and the
visibility of the results of the trustee’s engagement.

Evaluating the work performance of trustees is a complex issue, given the specific position
of this local public servant in relation to their primary assignor — KIRS, which is not their em-
ployer. The goal of evaluation is to identify and address shortcomings in the work of the
servant, encourage better results, and create adequate conditions for proper decision-making
regarding advancement and professional development. As previously mentioned, the posi-
tion of “KIRS trustee” lacks a clear structure, as trustees are expected to fulfill orders from KIRS
authorities while only partially performing tasks that formally belong to them within the LSG.
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6. ANNEXES

6.1 DOCUMENTS USED IN THE DESK ANALYSIS

The following text lists the titles of normative documents that, regardless of their period
of validity, were subject to desk analysis.

Laws and bylaws

Key laws and bylaws regulating labour relations relevant to LSGs:

- Law on Local Self-Government (2022);

- Law on Salaries of Local Public Servants (2017);

« Law on Local and Regional Public Servants (2016);

+ Labour Law (2005);

« Regulation on Determining Competences for Employment of Regional and Local Civil Ser-
vants (2021);

+ Regulation on Evaluation of Civil Servants (2019);

+ Regulation on Criteria for Differentiating Job Positions in Regional and Local Governments
(2016).

Key laws and bylaws regulating issues relevant to migration and migrants at the nation-

al and local levels:

« Law on Refugees (1992);

« Law on Identity Cards (2006);

- Law on Travel Documents (2007);

- Law on Citizenship of the Republic of Serbia (2009);

- Anti-discrimination Law (2009);

« Law on Civil Registers (2009);

« Law on Amendments to the Law on Refugees (2010);

« Law on Temporary and Permanent Residence of Citizens (2011);

» Law on Migration Management (2012);

« Law on the Employment of Foreigners (2014);

« Law on Asylum and Temporary Protection (2018);

« Law on Foreigners (2018);

« Law on Planning System of The Republic of Serbia (2018);

« Law on the Central Population Register (2019);

+ Rulebook on Unified Permits for Temporary Residence and Work of Foreigners (2024);

« Regulation on Refugee Care (2004);

+ Regulation on Determining the Incentive Program for Implementing Measures and Activi-
ties Necessary to Achieve Established Goals in the Area of Migration Management in Local
Self-Governments for 2024 (2024);
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Programme and strategic documents

« Migration Management Strategy (2009);

- Strategy on Reintegration of Returnees under the Readmission Agreement (2009);

« National Strategy for Addressing the Issues of Refugees and IDPs for the period 2015-2020;

« Strategy for Prevention and Combating Human Trafficking 2017-2022;

- Strategy on Combating Irregular Migration in the Republic of Serbia 2018-2020;

« Economic Migration Strategy of the Republic of Serbia for the period 2018- 2020;

- Strategy for Social Inclusion of Roma Men and Women in the Republic of Serbia for the pe-
riod 2022-2030;

+ Public Administration Reform Strategy in the Republic of Serbia for the period 2021-2030;

+ Public Administration Reform Strategy in the Republic of Serbia for the period 2023-2025;

« Circular Economy Development Program in the Republic of Serbia for the period 2022-2024;

+ Local Self-Government System Reform Program in the Republic of Serbia for the Period
2021-2025;

« Strategy for Addressing the Issues of Refugees and Internally Displaced Persons for the pe-
riod 2024-2030.
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6.2 INFORMED CONSENT FOR PARTICIPATION IN THE SURVEY

The following text contains the content of informed consent for participation in the question-
naire-based survey.

Functional Analysis of Trustees in
Local Self-Governments in the Republic of Serbia;

We invite you to participate in research aimed at analyzing the functionality of trustees in
local self-governments in the Republic of Serbia. Your participation is of exceptional impor-
tance for collecting relevant data that will help improve the work of trustees in the country.
This questionnaire is part of research funded by GIZ, conducted with the support of KIRS, by
consultants from the Faculty of Political Science.

In front of you is a specially designed questionnaire for the purposes of this research, which will
enable the collection of information on a wide range of variables, including demographic data,
current practices, challenges faced by trustees, and the efficiency of existing trustee structures.

The goal of this research is to provide information on:

- Systematization of job positions for trustees.

+ Qualifications, experience, and training required for trustees

- Differences in the duties of trustees depending on the type of migration (returnees, eco-
nomic migrants, forced migrants, refugees, and asylum seekers)

« Percentage of trustees working exclusively on migration issues and their additional respon-
sibilities

« Gender structure of employees as trustees and distribution of positions in relation to gender

Your participation in the research is voluntary. You may refuse to participate or withdraw your
participation at any time without negative consequences. Completing or filling out the ques-
tionnaire will take approximately 15 minutes. All data collected during the research will be
strictly confidential and used solely for the purposes of this study. Your responses will be
anonymous and will not be linked to your name or identity.

Your participation will contribute to a better understanding and improvement of the support
system for migrants in local self-governments in the Republic of Serbia.

Contact: If you have any questions or concerns regarding the research, please contact the
research team at: natalija.perisic@fpn.bg.ac.rs

| have read the information above and understand the purpose, methods, and my participa-
tion in the research. | agree to voluntarily participate in this study.

Participant’s full name Date

Thank you for your participation! Your responses are of exceptional importance to the success
of this research.
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6.3 QUESTIONNAIRE FOR TRUSTEES

Below is the content of the questionnaire for trustees.

Dear Sir/Madam,

In front of you is a questionnaire with 49 questions about the characteristics, competencies,
working conditions, duties, workload of trustees, cooperation, and self-assessment. Complet-
ing or filling out the questionnaire takes approximately 15 minutes, and your responses are
of exceptional importance for creating recommendations to improve the position of trustees.
The questionnaire is designed so that you need to answer all questions to complete it. This is
done for the reliability of the results. If you do not wish to answer a question, you can simply
enter the symbol “/”.

General guidelines and characteristics

1. What is your gender?

O Male O Female O Please specify

2. What age group do you belong to?
O 18 -24years O 25-34years O 35-44years

O 45-54years O 55-64years O 65+ years

3. How many years of work experience do you have as a trustee in a local self- government?

O Lessthan 1 year O 1-3years O 4-6years

O 7-10years O More than 10 years

4. In which local self-government do you perform the duties of a trustee?

5. What is your position in the local self- government (rank, department, sector)?
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6. What is the type of your employment?

O Fixed-term employment contract O Open-ended (permanent)
employment contract

O Contract for temporary O Service contract
and occasional work

O Other (please specify)

7. What is your monthly net income as an employee in the local self-government?
O Below RSD 30,000 O 30,001-50,000 RSD O 50,001-100,000 RSD

O 100,001-150,000 RSD O Above RSD 150,000 OO | prefer not to disclose

Trustee competencies

8. What is the highest level of education you have completed?

O High school O Higher vocational school [ College
O University O Specialist studies O Master's studies
O Postgraduate studies [0 Doctoral studies

9. Which field does your education belong to (you may select multiple answers if you hold
degrees in different fields, such as graduate and master’s)?

O Social sciences and hu- O Arts O Natural sciences and
manities mathematics
O Technical sciences O Medical sciences O Multidisciplinary studies

O Other (please specify):

10. Before taking over the position of trustee, did you have professional experience in a field
related to the trustee’s duties?

O Yes O No

If yes, in which field and for how many years
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11. Before or immediately after taking up the position of trustee, were you trained for per-
forming trustee duties?

O Yes O No

12. Do you have the opportunity for further professional development while working as a
trustee?

O Yes O No
13. How many training sessions have you attended in total?

O 1 O 2to5 O Morethan5

14. Do you believe you need additional training?
O Yes O No

O Ifyes, in which areas

15. Which language(s) do you speak? (you may select multiple options):
O English O French O German

O None O Other (please specify)

16. Do you believe you can effectively use a computer, MS Office, and the Internet?

O Yes O No

Working conditions of the trustee

17. Do you have an office at your disposal?

O 1 have my own office O 1share an office with O Ishare an office
others from the trustee’s with clerks from other
office departments

18. Do you have a computer constantly at your disposal?

O Yes O No
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19. Do you have Internet constantly at your disposal?
O Yes O No

20. Do you have a vehicle/driver available for performing trustee duties?
O Yes O No

21. Do you have access to translation/interpretation services for performing trustee duties?
O Yes O No

22. Are the professional services of your local self-government available to you for performing
trustee duties (e.g., legal services, construction, etc.)?

O Yes, permanently O Yes, as needed
O Rarely OO Not available
Trustee’s duties and workload
23. Is the position of the trustee systematized in your local self-government?
O Yes O No O Idon'tknow
24.How, in your opinion, is the position of the trustee regulated in your local self-government?
O Adequately O Insufficiently requlated [ |don’t know

O Other (please write a comment, if you have one)

25. Are the procedures you apply in performing the duties of the trustee clear and accessible
to you?

O Yes O No O Idon'tknow

If the answer is no, how do you overcome this problem?

O In consultation O In consultation O In consultation
with the superior with KIRS with other trustees
O Based on work O Other (please specify)

experience
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26. Besides you, does anyone else perform the duties of the trustee in your local self-govern-
ment?

O Yes O No

If the answer is yes, enter the total number of executors
in your local self-government in the trustee office

27.How much time, on average, do you spend on the duties of the trustee within your primary
position in the local self-government?

O Below 20% O From 20% to 40% O From 40% to 60%
of the time of the time of the time

O From 60% to 80% O From 80% to 100%
of the time of the time

28. What does your engagement in the duties of the trustee depend on? (you can select mul-
tiple options)

O Onyourself and your O On your direct superior
assessment of the need for action

O OnKIRS orders O On someone else (who?)

29. How often do you participate in decision-making that is significant for performing your
duties as a trustee?

O Always O Often
O Rarely O Never
30. How often are you excessively burdened with the duties of the trustee?
O Never O Rarely O Sometimes
O Often O  Always

31. What are your main responsibilities within the position of the trustee?
(you can circle multiple options):

O Direct work with users — advising, in- 0 Reporting
forming, and referring migrants

O Organizing events and training O Participating in the development of
local public policy documents

O Administrative tasks O Other
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32. How much time do you spend in direct work with users as a trustee?

O

O

Below 20%
of the time

From 60% to 80%
of the time

O

O

From 20% to 40%
of the time

From 80% to 100%
of the time

O

From 40% to 60%
of the time

33. Which of the following categories of migrants do you work with? (you can circle multiple

options):
O Asylum-seekers
O Economic migrants
O Internally displaced
persons
O Persons granted

subsidiary or temporary
protection

O

Persons granted asylum
Refugees from former
SFRY republics

Diaspora

Voluntary returnees

O

O

Returnees under
readmission agreements
Refugees

Voluntary returnees

Foreigners

34. Has your local self-government provided funds for the implementation of planned activi-
ties for the work of the trustee office? (you can circle multiple answers)

O Yes, we have funds allocated from the
local government budget

O Yes, we have funds allocated from the

Republic of Serbia budget

O Yes, we have international donors’ funds [ No, we do not have funds allocated

Collaboration between the trustee and other stakeholders

35. Are you satisfied with the cooperation and relationship with KIRS?

O

Elaborate, if you wish

Yes

O No

36. Are there any challenges in communication with KIRS about your activities?

O

If yes, please specify

Yes

O No
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37. Are you satisfied with the cooperation and relationship with the Local Migration Council?

O Yes O No

If no, please specify

38. Are you a member of the Local Migration Council?
O Yes O No
If yes, how often do you meet?
O Monthly O Quarterly O Twice a year

O Annually [0 We do not meet O Other

39. Are you satisfied with the cooperation and relationship with the civil sector?
O Yes O No

O 1do not cooperate with the civil sector

40. What is the cooperation within the local self-government like, regarding the execution of
trustee’s tasks? Mark one option 1 to 5, where:

1 means “non-existent” | 2 means “bad” | 3 means “neither good nor bad”
4 means “correct” | 5 means “extremely good”
QUESTION

With other municipal services and departments
With social protection institutions

With educational institutions

With healthcare institutions

With the Employment Service
With the judiciary
With the Police

aAlalalala|lala
NININ|ININ|INN
W W Wlw(wlw|w
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[$;RES; RS, REC, REC, REC, RNV, ]
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41. Do you find expert events and the exchange of experience with trustees from other local
self-governments important?

O Yes O No

Trustee self-assessment
42. Which skills are important for a trustee? (you may select multiple options):
O Negotiating skills O Communications skills O Analytical skills

O Administrative skills O Fundraising skills O Stress
management skills

O Other

43. Which type of knowledge is important for a trustee? (you can circle multiple options):

O Inthe area of human rights O In the area of gender equality/gen-
der-based violence

O In the area of anti-discriminatory O In the area of vulnerable groups’ pro-
practices tection

O In the area of project management

O Other

44. How satisfied are you with the current job description and responsibilities of the trustee?
O Very dissatisfied O Not satisfied
O Neither satisfied nor dissatisfied O Satisfied
O Very satisfied

45. Do you have a proposal to regulate the systematization of the trustee’s job position to
better suit the work scope and what would it be?
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46. How appreciated are you at work?
O Very appreciated O ldon't know
O Insufficiently appreciated O Not appreciated at all

47. In your opinion, what contributes to the quality of performing the duties of a trustee?
(you may select multiple options):

O Level of education O Occupation

O Number of work tasks/Workload O Work experience

O Cooperation and support from superi- O Communication skills
ors

O Work atmosphere and team dynamics O Technical equipment and resources

O Access to training and professional O Other
development

48. What do you perceive as the biggest challenges in your work as a trustee?
(you may select multiple options):

O Overburdened with other tasks O Too many beneficiaries

O Insufficient resources O Insufficient support from superiors
(financial, time, etc.)

O Lack of knowledge and skills O Other

49. What are your recommendations for improving the position of trustees? (you may select
multiple options):

O Better working conditions Higher salary coefficient
More professional support More funding for projects

More knowledge and skills

o O o d

O
[0 Better cooperation with superiors
O

Other

Greater access to training
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6.4 PRESENTATION OF KEY FINDINGS FROM QUANTITATIVE RESEARCH

Demographic characteristics of trustees — The sample in this research predominantly in-
cluded female individuals (60.5%), while only one respondent refused to disclose their gender.
The largest representation of trustees, almost half of the sample, belongs to the age group of
55 to 64 years (47.9%). Next are employees aged 35 to 44 years, who make up almost a quarter
of the sample (23.5%), followed by those aged 45 to 54 years, who constitute nearly one-fifth
(19.3%). The percentage of trustees aged 25 to 34 years is only 7.6%, while in the oldest age
group (65 years and older), only two trustees were recorded (representing 1.7 % of the sam-
ple). At the same time, there are no employed trustees in the youngest age group (18 to 24
years) (Chart 1).

Chart 1 - Age of trustees

@® 18-24 ® 25-34
35-34 ® 45-44
® 55-64 ® 65 and more

1.7
The largest percentage of respondents, 40.3%, have more than ten years of work experience
in the trustee position within LSG. Together with trustees employed between seven and ten
years, who make up 10.9%, they constitute slightly over half of the sample. Slightly more than

30% of trustees have been working in this position for up to three years, and trustees with
work experience ranging from four to six years account for 16% (Chart 2).

Chart 2 - Years of work experience in the trustee position

@ Less than one year
® 1-3years
4 - 6 years
® 7-10years
@ More than 10 years

In the open-ended question about the position they hold within LSG, the most common re-
sponse from trustees was that they perform advisory or referent functions, often in the social
services sector. However, the responses obtained were inconsistent and overly specific, which
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is why they were excluded from the presentation and analysis but were further explored in FG
and interviews. Most trustees stated that they are not exclusively engaged in trustee duties
but also perform other tasks.

The basis for employment for the majority of respondents (84.9%) is a permanent/open-end-
ed employment contract, while 9.2% of the sample’s trustees have a fixed-term employment
contract, i.e., less than one in ten trustees from the sample. In the “other” category, marked by
just under 5% of respondents, there are two trustees working based on temporary and occa-
sional work contracts, while six trustees have other forms of engagement (volunteer contracts
and service contracts).

The largest number of respondents, constituting more than half of the sample (59.7%), re-
ported earning a monthly salary in the range of RSD 50,001 to 100,000. The next group of
respondents, which is more than twice as small (26.9%) but represents slightly more than a
quarter of the sample, has earnings between RSD 30,001 and 50,000, while a smaller number
of trustees (10.1%) chose not to disclose their income level. Only three trustees reported a
salary between RSD 100,001 and 150,000, while one trustee earns less than RSD 30,000. None
of the respondents reported a salary exceeding RSD 150,000 (Chart 3).

Chart 3 - Monthly net income of trustees

@ Less than 30,000 RSD
@ 30,001 - 50,000 RSD

50,001 - 100,000 RSD
@ 100,001 - 150,000 RSD
@® More than 150,000 RSD
@ | prefer not to say

Competencies of trustees -The largest percentage of respondents (42%) stated that they
have a university degree. Together with 6.8% of respondents who completed master’s stud-
ies, respondents with university education make up nearly half of the sample. None of the
respondents reported having postgraduate or doctoral studies. Respondents with higher and
advanced education levels constitute 15.3% and 5.1% of the sample, respectively, while those
with specialist studies account for 3.4%. Thus, 72.3% of trustees have tertiary education. Sec-
ondary education is held by 27.7% of respondents, or slightly more than one-quarter (Chart 4).

In response to the question regarding the field in which they obtained their education, re-
spondents were allowed to select multiple answers, considering the possibility that diplomas
of different study levels may have been earned in different fields. The majority of respondents,
slightly over half (52.9%), have education in the social sciences and humanities, while nearly
one-fifth (19.3%) belong to the “other” category, for which no additional specific information
was provided. Technical and natural-mathematical sciences are represented in approximately
equal proportions (15.1% and 13.4%, respectively) among the respondents in the sample. Two
respondents have education in medical fields, and one respondent each in artistic and multi-
disciplinary fields (Chart 5).

| TABLE OF CONTENTS




52 Functional Analysis of the Trustees for Refugees and Migration at the Local Level

Chart 4 - Highest level of education of trustees

@ Secondary School

Higher Vocational School
® Higher Education Institution
® University (Undergraduate)
® Magisterial Studies
® Master’s Degree Programs
® Specialist Studies
® Doctoral Studies

Before assuming the position of trustee, only 20.2% of the sample, or 24 individuals, had prior
experience in fields related to trustee work. Among them, 17 respondents did not specify the
field, while the others reported prior work experience in areas such as veteran and disability
protection, legal affairs, and humanitarian work.

Training for performing the role of trustee, either before or immediately upon assuming the
position, was completed by about one third of respondents, while the rest, stated that they
attended training sessions during their work. Regarding the number of training sessions at-
tended, the largest number of trustees (37%) participated in two to five training sessions,
while 33.6% of respondents attended more than five training sessions. One training session
was attended by 29.4% of those surveyed. Only 37.6% of respondents expressed a need for
additional training. Of that number, one-third of respondents did not specify which training
they considered necessary, while others mentioned the need for training related to improving
the position of socially vulnerable individuals and returnees under readmission agreements,
working with economic migrants and asylum seekers, providing assistance to beneficiaries,
working in committees for allocating aid to refugees and internally displaced persons, public
procurement, foreign languages, legal regulations, and project proposal writing. Some re-
spondents highlighted the need for training in drafting Local Action Plans (LAPs).

Chart 5 - Field of education of trustees

Social Sciences & Humanities  IEEEEEEGEGEGEE 63 (52.9%)
Arts 11 (0.8%)

Natural Sciences & Mathematics NG 16 (13.4%)
Technical Sciences NN 18 (15.1%)
Medical Sciences [ 2 (1.7%)
Multidisciplinary M 1 (0.8%)

Other NEEG—N 23 (19,3%)
0 20
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Almost half of the respondents (47.1%) stated that they speak English, while nearly a third
(32.8%) declared that they do not know any foreign language.

The remaining percentage of respondents reported knowledge of one of the offered languag-
es (French, Hungarian, German, Romanian, Greek, Italian, Russian, Ukrainian, Slovak, Bosnian,
Montenegrin, and Croatian).

Almost all respondents, except one, stated that they efficiently use computers, the Internet,
and MS Office tools.

Working conditions - The majority of respondents, 61.3%, reported sharing an office with
employees from other departments, while 34.5% stated that they have their own office. Five
respondents reported sharing space with other trustees. All respondents stated that they
have access to a computer, while only one respondent noted that they do not always have
internet access. Less than half of the respondents, 46.2%, stated that they have access to a ve-
hicle and driver when needed. Translation/interpretation services are far less available, with
only 10.9% of respondents having access to them.

Regarding expert services in LSGs, similar to the above, 67.2% or two-thirds of respondents
have access to these services when needed. Constantly available expert services are acces-
sible to only a quarter or 24.4% of trustees, while 5.9% stated that professional services are
rarely made available to them. Three respondents reported that professional services are not
available to them at all.

Trustee tasks — The majority of trustees, nearly three-quarters (73.1%), responded that the
position of trustee in the LSG where they are employed is defined by systematization. About
one-fifth of trustees (18.5%) responded that their position is not defined by systematization,
while 8.4% are unsure. Responses to the question about the adequacy of systematization
vary significantly. Nearly half of the trustees (45.4%) consider the current systematization
adequate, compared to slightly over a quarter (28.6%) who believe it is insufficiently orga-
nized and slightly over one-fifth (21%) who are unsure. Those who believe it is insufficiently
organized and those who are unsure are proportionally more represented in the sample than
those who consider the systematization adequate. Additionally, 5% of respondents selected
the option “other” (Chart 6).

Chart 6 - Assessment of the existing systematization of trustee tasks

@ Adequate

@ Insufficiently Refined
I don’t know

@ Other
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To the question of the availability of procedures for performing tasks, 81.5% of respondents or
eight out of ten stated that the procedures are clear and accessible, while a smaller percent-
age believe they are not or are unsure (12.6% and 5.9%, respectively). Situations where they
face unclear and inaccessible procedures are overcome by 60% of trustees or six out of ten,
according to responses given in the questionnaire, through consultations with KIRS. Twelve
percent each reported consulting with other trustees or doing “other” (without specifying
what this entails). A smaller percentage of trustees (8%) consult with superiors, and an even
smaller percentage (4%) rely on previous experience. Only 4% of the remaining respondents
stated that they apply all the mentioned options (Chart 7).

Trustee workload - As many as 90.8% of respondents or nine out of ten work as the sole
executor of trustee tasks in their LSG, while in the remaining 9.2% of cases, trustee tasks are
performed by multiple individuals within the same LSG.

Chart 7 - Overcoming uncertainties in cases of unclear and inaccessible procedures

@ In consultation with superiors
@ In consultation with KIRS

In consultation with other trustees
@ Based on professional experience
@ All four of the above
@ Other

When asked about the time spent performing trustee duties, respondents’ answers showed
significant variations. Specifically, an identical percentage of respondents (26.1% each) stated
that they perform trustee duties between 20% and 40% of their working hours, or between
80% and 100% of their working hours. Thus, just over one-quarter of trustees work full-time
on trustee duties, according to their own statements, the same as those who perform trustee
duties for 20% to 40% of their working hours. A similar number of respondents indicated that
trustee duties take up less than 20% of their working hours (18.5% of respondents) and those
who perform them for 40% to 60% of their working hours (15.1% and 14.2% respectively)
(Chart 8).

Chart 8 - Time spent performing trustee duties

@ Less than 20% of the time

@ 20%-40% of the time
40%-60% of the time

® 60%-80% of the time

® 80%-100% of the time
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When asked what determines their engagement in trustee duties, for which multiple answers
were possible, 73.9% of responses indicated that it depends on instructions from KIRS, 66.4%
said it depends on the trustee’s own assessment of needs, and 22.7% stated it depends on
their superiors. Several respondents also mentioned other factors, such as deadlines related
to the creation of planning documents or collaboration with colleagues from other munici-
palities (chart 9).

Regarding the participation of trustees in decision-making processes relevant to their du-
ties, eight out of ten respondents, or 80.7%, stated that they are involved in this process.
Of that number, 42.9% reported that they always participate in making important decisions,
while only 2.5% stated that they never participate in decision-making on matters significant
to trustee work (Chart 10).

Chart 9 - Factors determining engagement in trustee duties

Based on your own judgment
and needs assessment 66,4%

Based on your direct

0
supervisor's judgment 22,7%

Based on KIRS's directive 73,9%

Based on another source 12,6%

Chart 10 - Participation in decision-making relevant to trustee duties

@ Always

® Often
Rarely

@ Never

Slightly more than half, or 51.3% of respondents, stated that they are sometimes overwhelmed
by their workload. A similar percentage of respondents feel frequently (17.6%) or rarely (20.2%)
overwhelmed by their workload, while a smaller percentage (almost identical) never (4%) or
always (3.8%) feel excessively burdened by their duties (Chart 11).
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Chart 11 - Frequency of excessive workload in trustee duties

Never
@ Rarely
® Sometimes
® Often
@ Always

As with the findings mentioned above, the involvement of trustees in direct work with ben-
eficiaries varies significantly among respondents in the sample. According to their own esti-
mates, 35.3% of trustees spend between 20% and 40% of their working hours in direct contact
with beneficiaries, while 26.9% spend between 40% and 60% of their time in this manner. A
significant group, more than one-fifth of respondents, stated that they dedicate less than
20% of their time to direct work with beneficiaries. Approximately one-fifth of respondents
(19.4%) also spend more than 60% of their working hours in direct interaction with beneficia-
ries (Chart 12).

Chart 12 - Time spent in direct work with beneficiaries

@ Less than 20% of the time

@ 20%-40% of the time
40%-60% of the time

® 60%-80% of the time

® 80%-100% of the time

The main responsibilities of trustees include implementing projects funded by KIRS (84.9%),
direct work with beneficiaries (81.5%), administrative tasks (75.6%), submitting reports (73.1%),
and participating in the drafting of documents (54.6%). The majority of respondents, nearly
nine out of ten, work with internally displaced persons and refugees from the former repub-
lics of the SFRY (89.9% and 86.6%, respectively). Next are refugees in general, with whom
58.8% of the sample of respondents work, and returnees under the readmission agreement,
with whom 43.7% of the sample of respondents work. A small number of trustees work with
other categories of migrants (Chart 13).
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Chart 13 - Categories of migrants that trustees work with

Asylum seekers ] 1.7%
Asylum holders . 25%

Returnees under readmission agreements _ BI7%
Economic migrants - 6.7 % : : :
Refugees from former SFRY republics _ 86.6 %
Refugees _ 158.8% :
Internally displaced persons (IDPs) — 89.9 %
Diaspora _ 12.6 %
Voluntary returnees - 42%
Subsidiary protection holders - 5%

Foreign nationals 76

Finally, 62.2% of respondents stated that their LSG provides budget funds for the im-
plementation of trustee activities, while 24.4% reported that funds are not provided. A small-
er percentage of trustees (11.8%) stated that funds are provided from the budget of the Re-
public of Serbia in their LSGs, while the smallest percentage (1.6%), i.e., only two respondents,
indicated that funds are provided by international donors in their LSGs.

Cooperation of trustees with other stakeholders - Almost all respondents (97.5%) ex-
pressed satisfaction with communication with KIRS. Only 9.2% mentioned challenges in co-
operation but praised KIRS’s quick and efficient response to requested information. Some
respondents highlighted that the KIRS coordinator is always available and that they have
successfully implemented various projects together. Regarding cooperation with the local
migration councils, 84% of respondents stated they are satisfied with the cooperation, while
the majority (80.7%), though not all, are members of the Local Migration Council.

Chart 14 - Frequency of local migration council meetings

@ Annually
Semi-annually

@ Quarterly

@ Monthly

@ Not applicable

@ As needed

@ Other
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Regarding the holding of local migration council meetings, responses show significant variations.
The largest number of respondents (36.6%) stated that meetings are held once a year. Then,
18.8% reported that they do not meet at all, while 14.6% chose the option “other,” without spec-
ifying what that means. Furthermore, 10.9% stated that meetings are held twice a year, 9.9% as
needed, and 7.9% quarterly. Only one trustee stated that meetings are held monthly (Chart 14).

Concerning cooperation with NGOs, 35.3% of respondents stated that they have no coopera-
tion. Of the remaining percentage of those who cooperate with NGOs, 62.2% of respondents
reported being satisfied with this cooperation, while a smaller number of respondents report-
ed dissatisfaction.

Regarding cooperation within LSGs, the best-rated cooperation is with other municipal ser-
vices and departments, where 57 respondents rated the cooperation as exceptionally good.
Cooperation with social protection institutions was also rated highly, with 55 respondents
stating it is exceptionally good. Cooperation with educational institutions was rated as fair
in 52 cases, while health institutions and employment services were rated similarly, with the
majority of respondents (48) marking the cooperation as fair. The poorest-rated cooperation
was with the judiciary, where 47 respondents gave a “fair” rating, while 27 indicated that co-
operation with the judiciary is non-existent (Chart 15).

Finally, regarding the importance of expert events and the exchange of experiences with
trustees from other LSG, 95.9% of respondents rated this activity as significant.

Self-assessment of trustees - Respondents were first asked about the knowledge they
consider essential for trustees, with the option to select multiple answers. The highest per-
centage (84%) indicated knowledge in the field of human rights, followed by the protection
of vulnerable groups (82.4%), project management (77.3%), gender equality (47.1%), and an-
ti-discrimination practices (41.2%). One respondent additionally highlighted the importance
of knowledge of property regulations and foreign languages. Regarding skills, the majority
(91.6%) emphasized the importance of communication skills, while administrative skills were
deemed important by 64.7% of respondents. Other significant skills, according to their as-
sessment, include negotiation (52.1%), stress management (43.7%), analytical skills (42%), and
fundraising skills (41.2%). One respondent additionally noted the importance of skills needed
to build trust and understand the issues encountered in their work.

Chart 15 - Collaboration with stakeholders within LSG
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Regarding satisfaction with the current job description and responsibilities, 54.6% of respon-
dents stated they were satisfied, while 7.6% were very satisfied. Roughly a third (31.9%) ex-
pressed neutrality. The rest of the sample identified themselves as dissatisfied or very dissat-
isfied (Chart 16).

Chart 16 - Satisfaction with job description and responsibilities

@ Very dissatisfied

@ Dissatisfied

@ Satisfied

@ Neither satisfied nor dissatisfied
Very satisfied

When asked how valued they feel at work, half of the respondents (50.4%) were uncertain,
while over a third (36.1%) believed they were highly valued.

A smaller percentage (13.4%) felt they were not sufficiently valued, but no respondent stated
they felt completely unvalued (Chart 17).

Chart 17 - Assessment of feeling valued at work

@ Very appreciated

I don't know
@ Not appreciated enough
@ Not appreciated at all

Only 58 respondents offered suggestions for improving the job systematization of trustees.
Among the proposed suggestions were the following: the addition of assistance and support
in the form of engaging additional trustees, more precise systematization of the job position,
increasing the salary coefficient, enabling trustees to perform exclusively trustee-related tasks,
opening dedicated offices for trustees, and promoting trustees to the position of independent
advisors.

Respondents also evaluated factors contributing to the quality of performing trustee duties.
The highest percentage, over three-quarters (78.2%), considered communication skills crucial,
while 71.4% believed work experience plays a significant role. Work atmosphere and team dy-
namics, as well as access to training and professional development, were rated as important
factors by two-thirds of respondents (66.4%). Other significant factors include technical equip-
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ment and resources (47.9%), level of education (37.8%), workload (29.4%), interest in the job
(21.8%), and collaboration with superiors (15.1%). One respondent noted that salary increase

and passion for the job are important factors for work quality (Chart 18).

Chart 18 - Factors contributing to better performance of trustee duties
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Work experience
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Challenges in work - The largest percentage of respondents, over half (55.6%), identified
the main challenge in the work of trustees as a lack of resources (financial, time-related, etc.),
while a similar percentage (52.1%) pointed to being overburdened with additional tasks. Chal-
lenges also included an excessive number of users (reported by almost a quarter of respon-
dents - 23.5%), insufficient support from superiors (10.09%), and lack of knowledge and skills
(10.01%). Two respondents stated they had no issues in their work, while one emphasized the
importance of better job organization, including prioritization and engaging a larger number
of employees in trustee-related tasks.

Recommendations - Finally, respondents offered recommendations for improving the posi-
tion of trustees. The largest percentage (79.3%), nearly eight out of ten, suggested increasing
the salary coefficient, while slightly less than half (45.4%) emphasized the need for better ac-
cess to training. Other recommendations include providing more funding for projects (42.9%),
better working conditions (36.1%), more professional support (29.4%), additional knowledge
and skills (21.8%), and improved collaboration with superiors (12.6%).
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6.5 INITIAL THEMATIC AREAS AND QUESTIONS FOR FOCUSED GROUP DISCUSSIONS
The following text provides initial thematic areas and questions for focused group discussions.
1. CHARACTERISTICS OF TRUSTEES

Key question: Which characteristics of trustees, in your opinion, contribute most to successful job
performance (e.g., age, education, skills, knowledge, previous experience)?

Additional questions: What challenges do trustees face, particularly regarding balancing family
and work obligations? Are there specific circumstances that affect their position or work? How is
it decided who becomes a trustee — through a public call or appointment alongside existing tasks?

2. SCOPE OF WORK OF TRUSTEES

Key questions: What are the duties of trustees according to job systematization, and what chal-
lenges do they face in performing these duties? Is there a difference between the scope of work
described in job systematization and the employment contract compared to what is done in prac-
tice?

Additional questions: How long has the position of trustee existed in the municipality, and has it
improved migration management at the local level? Has the scope of duties of trustees changed
over time, and if so, how? Are trustees in contact with KIRS regarding expectations for their
role? Which planning documents does the trustee follow? Would formalizing the responsibilities
of trustees through legislation improve their work? What would you improve regarding job sys-
tematization in your LSG? Is the position of trustee optimally placed within the social services
sector? In which position should the trustee work? To whom do trustees report, and to what
extent do they participate in drafting LAPs?

3. TRAINING AND PROFESSIONAL DEVELOPMENT

Key question: Which training or courses best prepare trustees for performing their duties?
Additional questions: How is it decided in LSG who attends training, and how are they organized?
What topics and areas are most important for training, and what training dynamics (one-day/
multi-day, local/out-of-town) are considered most effective? Which training experiences contrib-
ute most to trustees, and what do you think they lack? How do experiences with different types of
migrants affect their work? What specific knowledge and skills are needed regarding negotiation
and gender equality?

4. EQUIPMENT FOR WORK

Key question: What equipment trustees need to adequately perform their tasks?

Additional questions: How is the management of vehicles, technology (computers, internet,
phones) handled? What is the situation with translators/interpreters, how available are they, and
how is work organized with users who do not understand Serbian or English? Are there recom-
mendations regarding equipment needs that would facilitate the work of trustees? Are there ob-
stacles to using various databases and creating them by trustees, and what are these obstacles?
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5. COMMUNICATION

Key question: How is communication and coordination between trustees and colleagues in LSG
carried out regarding the performance of their duties?

Additional questions: How does communication and coordination with the local migration council,
non-governmental organizations, and other trustees function? What are the key factors for im-
proving communication, and what is missing?

6. WORKLOAD

Key question: What most burdens trustees in their work — workload, working conditions, migrant
categories, or a combination of these factors?

Additional questions: What are the main challenges related to workload, and how could the work
process be reorganized to ease the burden on trustees? Are there issues with project funding,
and to what extent can trustees influence budgeting? Do trustees also cover economic aspects,
such as cooperation with the diaspora? How do you interpret the varying workload of trustees in
different local self-governments (LSGs)?

7. COLLABORATION WITH OTHER STAKEHOLDERS

Key question: What is the nature of cooperation between trustees and other stakeholders in the
fields of education, healthcare, social protection, and judiciary?

Additional questions: Are there examples of good practices or challenges in cooperation with
LSGs? How is cooperation with the Commissariat for Refugees and Migration (KIRS) and
non-governmental organizations evaluated? What is needed to improve this cooperation, and
what are the challenges? What is the nature of cooperation with stakeholders working with the
diaspora?

8. IDENTIFYING CHALLENGES

Key question: What are the biggest challenges trustees face in their work?

Which aspects of migration are most significant in the given LSG?

Additional question: Do superiors recognize the importance of migration, and how does this im-
pact their work?

9. RECOMMENDATIONS FOR THE IMPROVEMENT OF OPERATION

Key question: What recommendations could be made to improve the work of trustees at the local
level?

Additional question: What are the recommendations regarding all the aspects described above
(i.e, the systematization and responsibilities of trustees; training and professional development;
communication; workload; cooperation with other stakeholders)?
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6.6 INITIAL THEMATIC AREAS AND QUESTIONS FOR INTERVIEWS

The following text provides initial thematic areas and questions for semi-structured inter-
views.

1. CHARACTERISTICS OF TRUSTEES

What are the key characteristics in terms of education, knowledge, and skills that are signif-
icant for successfully performing the role of a trustee? How does previous experience influ-
ence the performance of trustees’ duties? How do you interpret the fact that more than half
of the trustees do not speak English, and a third do not speak any foreign language? How
important do you consider language literacy for their job performance? How important do
you digital literacy for their job performance?

2. FACTORS INFLUENCING THE POSITION OF TRUSTEES
In your opinion, what circumstances most influence the position and work of trustees?
3. SCOPE OF WORK AND SYSTEMATIZATION

How do you evaluate the current systematization of trustees’ duties? Do you think changes
are necessary within the existing structure? What would you change or improve regarding
the current system?

4. TRAINING OF TRUSTEES

In your opinion, what best prepares trustees for their work? What types of training would
be most useful in terms of content, duration, and topics? Which training sessions have not
proven useful, and which would you recommend at the beginning of trustees’ work as well as
during their engagement? Are the training sessions flexible enough to adapt to the diverse
migration characteristics of municipalities? How do you align types of training with the chal-
lenges and specific needs of migrants that trustees work with?

5. WORKING CONDITIONS

What working conditions are necessary for trustees to effectively perform their duties? How
do you interpret the lack of translators and vehicles required for their work? How do you
understand the finding that only half of the trustees have support within the LSG? How can
this be improved? What changes in working conditions would enable trustees to be more
efficient? How this can apply?

6. COMMUNICATION

What are the biggest challenges in the communication of trustees, and how do they overcome
them? Do you have any suggestions for improving collaboration?
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7. WORKLOAD OF TRUSTEES

What factors most burden trustees in their work? What should be their central task, and what are
additional responsibilities that hinder the performance of key duties? Are trustees burdened by
monitoring a large number of planning documents related to migration? What should be improved
to ensure trustees have an optimal workload? How do you see the role of trustees within the local
migration council, and how do you comment on the finding that 20% of trustees are not members
of the council?

8. COLLABORATION WITH OTHER STAKEHOLDERS

How do you evaluate the current collaboration of trustees with KIRS, other trustees, LSG, the
migration council, and the civil sector? What are the main challenges in this collaboration, and
how could it be improved?

9. CHALLENGES

What In your opinion and experience, what are the biggest challenges trustees face in their work?
How would you propose these challenges be overcome and resolved in the best possible way?

10. RECOMMENDATIONS

What general and specific recommendations would you give for improving the position of trust-
ees, as well as for more efficient, effective, and purposeful functioning of the trusteeship?
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6.7 PRESENTATION OF KEY FINDINGS FROM QUALITATIVE RESEARCH"

Characteristics of trustees — Most experts agree that the competencies of trustees are cru-
cial for the successful performance of their duties. Moreover, the topic of trustees’ competen-
cies, according to some experts, needs to be framed within the broader question of the role
of trustees and the systematization of trusteeship tasks, i.e., a more precise definition of the
competencies an ideal trustee should possess. Regarding the education of trustees, some
experts have highlighted the desirability of their university education, which would, among
other things, include knowledge in the field of migration. At the same time, the importance of
possessing certain knowledge and experience in working with the category of migrants that
the trustee is expected to work with has been emphasized.

Some of the fundamental knowledge and skills identified by experts as crucial for performing
trustee duties include areas of human rights and migration, alongside communication skills
deemed essential for interacting with users living in challenging life circumstances. Specif-
ically, the aspect of developing trustee skills necessary for working with vulnerable groups,
such as recognizing how to communicate with individuals from deprived backgrounds, social-
ly sensitive groups, women victims of violence, and Roma communities, was highlighted by
NGO representatives. They believe trustees should also possess managerial capabilities. At the
same time, certain experts expressed skepticism about whether trustees truly possess com-
prehensive knowledge in the field of human rights, which, according to expert assessments,
is necessary for their duties. Conversely, other experts emphasized that the role of trustees is
strictly tied to clearly defined administrative responsibilities, limiting their scope to specific ar-
eas of work as civil servants. Interestingly, three experts, along with some focus group partici-
pants from NGOs, noted that they had only recently learned about the trustee position, which
might indicate insufficient visibility of this role: “The trustee institute somehow lacks transparen-
cy” (IEM3). “I haven’t had much insight into what trustees do, despite being part of an organization
that has worked closely with various actors related to migration for years” (FGNVOM1).

Representatives of experts dealing with local government issues further emphasized the im-
portance of operational and technical knowledge and skills. They believe that trustee com-
petencies should be structured and organized into clearly defined and recognizable areas of
work. “Competencies for the trustee position include expert tasks”, (IEM2), stated one interloc-
utor. An expert agreed, asserting that trustee duties are narrowly specialized tasks and not
part of university curricula, making the level of formal education irrelevant as a competency.
Another expert highlighted that knowledge of procedures for drafting and implementing re-
ports, along with communication skills, is more important than formal education.

11 Regardless of the differences between the interlocutors who participated in the interviews, who come from the
field of education and expertise, as well as the work sector (state and non-state sector), and the intertwining
of roles (consulting, research, activist), during the presentation of the results for all of them, with the exception
of trustees, the Common term experts was used. This enables an easier interpretation, presentation and
monitoring of the obtained results, as well as making it more likely that it is impossible to assume their identity
through the statements of the interlocutors. All interviews and focus group discussions were recorded, and the
recordings were then transcribed for the purpose of detailed analysis of the collected data. When presenting
the results, and for the purposes of anonymity of the participants, as well as transparency in data processing,
standardized labeling of interview participants and FG was used. Thus, the marking includes first the symbol
of the interview or focus group (I or FG), then the role of the participant (e.g., expert - E, trustee - P, coordinator
- K, representative of a non-governmental organization - NGO), gender (male - M or female - Z) and the serial
number of the interview, or focus group. For example, the label IPM3 refers to the interview with the trustee,
male, which took place third in a row. The focus groups were marked with FGP1, FGP2, FGP3, FGK and FGN-
VO, after which the gender and order of participants in the FG were added. Thus, for example, the designation
FGP1M2 represents the second male person in the first focus group in which the trustees participated.
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Coordinators assessed the trustee role as highly complex and noted that it has significant-
ly evolved over the years, with current duties differing greatly from those performed in the
1990s. In addition to broad knowledge and skills, as well as collaboration with local self-gov-
ernments, they emphasized that trustees should possess pronounced empathy, a sentiment
echoed by other interlocutors. One expert stated: “To be dedicated to the job and love what
you do, to take initiative, | think that’s the most important thing, to be committed to your work and
conscientious?” (IEZ4).

Interviews with trustees revealed various characteristics they consider essential for their role.
All agreed on the importance of empathy, compassion, and passion for the job. “A person who
should, above all, understand people, love people, and have a certain sensitivity to their needs”
(IPZ1), said one participant, highlighting that trustees often take on the role of psychologists.
The dynamics within the focus group further underscored the importance of colleague sup-
port, which often serves as a valuable source of knowledge in trustees’ daily work.

Some experts interviewed believe that knowledge of a foreign language is desirable, unlike
trustees who do not entirely share this view, although some expressed a desire to expand
their language competencies. This primarily pertains to the English language, particularly in
the context of monitoring public calls for projects. Both experts and trustees agree that digi-
tal literacy is highly significant for more efficient task execution.

The inability to influence the characteristics of trustees during employment has been rec-
ognized within this topic as an important challenge stemming from the fact that trustees
are individuals already employed by the LSG, and the tasks entrusted by the KIRS represent
an addition to their duties. Another challenge related to the introduction of stricter requ-
lations regarding the education of trustees has been identified in the diverse educational
backgrounds of trustees in terms of degree and field, making standardization an unfeasible
short-term measure: “I fear that aligning educational levels is something that cannot happen in
the near future, considering that these are already people from local self-governments who have
been working there, and we know how difficult it is to change that, as these are people who have
been sitting there for 20, 30 years, doing certain tasks or not doing them” (FGNVOZ2).

Balancing private and professional obligations has been identified as a challenge for trust-
ees, most often women with younger children. It was noted that due to the nature of the
job, which requires availability and flexibility, the trustees’ families often suffer. However,
there was a consensus among the interlocutors that trustees who have the support of their
colleagues feel less burdened. The reason cited for this is that better cooperation within the
LSG can contribute to more efficient performance of trustees’ duties, which is recognized as a
more common occurrence in smaller communities. Coordinators of trustees pointed out the
consequences of fieldwork on the reconciliation of their family and professional lives: “You
know, when you have a project, you are in the field, and we do the same, so we know; your family
suffers. You cannot come home at normal time, you cannot take care of your children, you cannot
fulfill the other family obligations you have, you have to postpone them. We visited people on their
patron saint’s day” (FGKZ1).

Factors influencing the position of trustees - At the core of this topic was the factor of the
specific organization of work and the resulting position of trustees, which relies on the institu-
tional structure of the KIRS, which assigns tasks and responsibilities to trustees, while the LSG
employs, finances, and appoints them, and where they also perform other duties. This dual
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model somewhat represents a source of ambiguities and challenges for trustees, as they often
find themselves between different institutions with unclear authorities and expectations.

On one hand, the KIRS sees trustees as key actors in implementing its programs. One expert
highlighted the importance of such an organization of work, considering that it ensures that
most LSGs have a trustee, enabling the KIRS to carry out tasks at the local level. On the other
hand, LSGs often do not provide sufficient support or recognize the importance of trustees.
One trustee described a sense of insecurity: When we encounter problems, we turn to our co-
ordinator, and they say: ‘That’s really inconvenient. How can | help you now?’ (IPZ2), reflecting
frustration due to the lack of proactive support and concrete solutions. The same trustee
described the feeling of being undervalued by both employers - the LSG and the KIRS: We
are insignificant to the Commissariat, even though they might sometimes say otherwise. As for the
city, we are completely irrelevant to them (IPZ2). Trustees are also exposed to frequent changes
in decision-makers within the LSG, which adds further obstacles to their work. Newly elected
decision-makers are often unfamiliar with the complexity of trustees’ tasks, and due to limited
time or interest, they do not invest effort in understanding their functions.

One trustee emphasized that support for trustees within LSGs is conditioned by party clien-
telism. Specifically, when asked how she interprets the finding obtained from the question-
naire analysis that only half of the trustees have support in their LSGs, she responded: “I truly
believe that it is very difficult to change because, | repeat, it is a political body where politically
suitable individuals are welcome and will have free rein to resolve anything, while those who are
not will be blocked at every level” (IPZ2).

The continuous mismatch in understanding the role of trustees causes coordination problems
within LSGs and can create unnecessary bureaucratic obstacles. Trustees have pointed out
that administrative procedures in local self-governments further burden them and slow down
the realization of tasks, which can undermine their efficiency. Regarding support in LSGs,
both experts and trustees and coordinators believe that the existing organization of LSGs is
responsible for this. It was emphasized that the position of trustees is often not prioritized
compared to other employees. Coordinators particularly stressed that all power and influ-
ence lie in the hands of LSGs, while they themselves do not have priority influence over trust-
ees. They noted that their requests directed to trustees are often urgent, which can conflict
with the demands LSGs place on trustees. In such situations, they believe that trustees will
prioritize acting on the orders of LSG bodies.

Most counterparts, primarily trustees and their coordinators, identified the lack of continuity
in performing trustee duties within a single LSG as an additional factor negatively affecting
the position of trustees. “When a trustee retires or moves to another position, | don’t know why
the change occurred, but then there is a so-called legal vacuum at one point” (FGKZ1). Similarly,
participants in focused group discussions from NGOs point to the importance of “knowledge
continuity” (FGNVOM1) and institutional memory.

It is common for a trustee to leave their position without having the opportunity to transfer
their responsibilities and experience to the next trustee. This lack of a transitional period does
not allow for adequate training of new trustees, forcing them to rely on their own resources
and initiative to master complex procedures. Unfortunately, this practice results in slower
adaptation of new trustees to work tasks and can lead to long-term problems in fulfilling their
obligations, which has also been recognized by most interlocutors.
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Systematization of trustee duties — In the responses of most FG participants and interview-
ees, the need for a more precise definition of the basic tasks and responsibilities of trustees
was emphasized. The reason for this, according to the opinion presented in one expert inter-
view, is the complexity of the trustee’s role: “I think this is one of the most complex job descrip-
tions in Serbia” (IEZ3). One expert suggested that trustees should be part of the systematiza-
tion of KIRS, and that the current situation, where each LSG assigns trustee duties to its staff,
leads to differing roles and positions among them. It is understandable that trustees perform
different tasks, according to another expert, given the varying needs of LSGs, which require
the establishment of different priorities. Some experts believe that KIRS, in collaboration with
LSGs, should systematize trustee duties.

Discussions with trustees revealed that many of them believe that a centralized workplace
within KIRS would enable greater recognition of trustees, as well as better access to resources.
According to their opinion, due to the lack of clear systematization, trustees often perform a
wide range of tasks without adequate financial compensation. In focused group discussions,
many trustees were unaware of what their employment contracts stated, while others pointed
out that even when the job is defined, their actual scope of work exceeds the expected tasks.

The diversity of expert opinions is reflected in the fact that experts in the field of local
self-government believe that the systematization of trustees’ tasks should focus on their pro-
filing from the aspect of operational-technical duties, while decision-making would remain
under the jurisdiction of other civil servants, specifically municipal leaders. Due to limitations
in legal solutions, according to these experts, trustees are reluctant to make decisions that
could be interpreted as taking responsibility, so they prefer a safer approach. On the other
hand, some experts, as well as some participants in FG with NGO representatives, advocate
for a holistic approach, emphasizing that migration governance in Serbia is recognized as a
very demanding and strategically important issue, and that trustees need broader authority
in managing migration. A proposal among some experts who argue this opinion is to replace
trustees with a trustee service that would employ more individuals. This was simultaneously
expressed in discussions with trustee coordinators, who noted that it is necessary to consider
the characteristics of municipalities regarding migrations to determine which LSGs trustee
services with multiple trustees might be needed, and in which one trustee, as is currently
the case, would suffice. Consensus on this matter has not been reached, as some experts do
not believe that organizing a trustee service would solve existing problems, arguing that the
issues would persist if other factors remain unchanged.

In focus groups with trustees, the formation of trustee services with a larger number of em-
ployees was proposed due to expressed concerns about the increasing workload that indi-
vidual trustees often physically cannot handle. Coordinators, while considering the option of
introducing trustee services as a way to improve the position of trustees, observed that even
in LSGs where trustee services already exist, trustees usually have no more than one or two
associates. If there are more, they are often engaged in other departments as well. In this
context, coordinators emphasized that improving the position of trustees largely depends on
the willingness of LSGs to recognize the importance of their role.

In this regard, all interlocutors pointed out the importance of the work of local migration
councils as bodies that could play a much greater role and contribute to reducing the burden
on trustees, especially concerning the development of LAPs. Counterparts familiar with the
work of the councils indicated that current practice shows they meet infrequently, usually
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once a year, which means that trustees remain primarily responsible for all reporting and coor-
dination at the local level. Therefore, more regular and timely work of the councils could sig-
nificantly ease the work of trustees and enable more efficient planning and implementation
of migration policies. At the same time, unpaid additional work in committees formed for the
allocation of funds to beneficiaries, according to trustees’ statements, predominantly “falls”
on trustees, without a clearly defined plan to address this additional burden.

In the context of the strategic orientation of the Government of the Republic of Serbia to-
wards fostering links between migration and development, all interlocutors recognized the
need to align the tasks of trustees with the changing nature of migration. One of the key
issues that sparked the expression of different perspectives was the role of trustees in coop-
eration with local self-governments (LSGs) in matters related to the diaspora. Some experts
believe that trustees should engage in the work of diaspora offices within LSGs due to poten-
tial synergy. Other experts, including the trustees themselves and their coordinators, believe
that the current workload of trustees is already substantial and that it would not be efficient
or effective for trustees to take on additional tasks. Supporting this view, experts noted that
a developmental approach to migration has not been fully implemented within LSGs and that
the workload of trustees is already above average: “If a different systematization were imple-
mented and trustees dealt exclusively with migration, it could work. However, if they continue to
have this workload and are also expected to handle diaspora matters, | think it is absolutely im-
possible” (IEZ3). One expert pointed out that, despite the fact that diaspora issues fall within
the realm of migration, the similarities between the users of trustees’ services and those in the
diaspora are not significant, and that working with the diaspora would, in this regard, repre-
sent an additional burden for trustees: “I mean, my understanding of the diaspora is that these
are not people seeking socio-economic measures; they are more in need of advice, support in terms
of communication, providing legal advice, and so on” (IEZ6).

Training for trustees — Experts generally agreed that trustees should address the question
of necessary training in the context of what best prepares them for their work, what types of
training are most useful in terms of content, scope, duration, and topics, as well as how train-
ing aligns with the needs of trustees, and which have proven useful or not for performing their
duties. They noted that it seems logical for trustees to receive training in the English language,
training on key concepts and processes in the field of migration, and especially training relat-
ed to migration law and human rights. Training for Local Action Plans (LAPs) was highlighted
as important, given the involvement of trustees in their development, and similarly for train-
ing in drafting project proposals.

The need for training to be interactive and to include methods of communication within the
community and with beneficiaries was particularly emphasized: “Interactive training can en-
hance communication skills and enable trustees to better understand the needs of the community,
which is crucial for successfully performing their functions” (IEZ1). Another expert particularly
stressed the importance of continuous education, emphasizing that trustees must keep up
with current circumstances to effectively serve citizens: “Laws change, new strategies are ad-
opted” (IEZ6). The need for a specific training program that would encompass both theoreti-
cal knowledge and practical skills was also highlighted.

According to the findings of an expert who analyzed existing training for trustees, the need
for training in the areas of working with foreigners, social cohesion, and understanding new
migration trends was particularly emphasized, “as these are largely lacking” (IEM4). These ar-
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eas are of critical importance, as migration situations are constantly changing and require the
adaptation of training.

The FG participants from NGOs believe that informal education through training for trustees
is important, among other reasons, because there are significant variations in terms of their
education. They emphasize the importance of training that would sensitize trustees to the
contexts from which their beneficiaries come, including trauma: “Where are these people from,
who are they, what are their needs, what have they been through...” (FGNVOZ2), as well as train-
ing in communication with people and the protection of migrants, etc. Attention was also
drawn to training that would facilitate trustees’ work with beneficiaries who face multiple
vulnerabilities, i.e., situations where, in addition to the migrant aspect, there is also a gender
aspect, along with aspects of violence, belonging to a deprived ethnic group, and similar. In
this context, one NGO representative pointed out training on anti-discrimination, including
training on anti-Gypsyism, identity, and culture. All participants of this FG agree that trustees
should also have training that would enable them to acquire and develop managerial skills,
given the scope of their work.

The perspectives of trustees regarding necessary and useful training somewhat differ from
the opinions of experts. “Those trustees who have been in positions for a long time have attend-
ed a large number of training sessions and claim that KIRS has often and effectively trained them
on various topics significant for their work, such as public procurement, tenders, applications, data
analysis, and collection” (IPZ1). However, trustees, as well as some experts, emphasize that
the types and number of training sessions have recently decreased, and although they con-
sider training useful, they highlighted the importance of exchange and informal mentorship
received from colleagues. All trustees emphasized that transferring trustee duties through
mentoring processes would be of exceptional importance. However, such practice is an ex-
ception rather than the rule, and in those rare cases where such a model was applied, trustees
rated it as very useful.

All participants believe that multi-day training sessions are more beneficial as they provide
more space for discussion and exchange, “which trustees consider the most useful part of the
training they have attended” (IPZ3). Trustees who participated in the FG highlighted that
multi-day training sessions are useful in the context of adopting the material offered to them,
“as some training sessions were extremely demanding, such as those on project writing, but we
were unable to adopt everything in such a short period” (FG1PZ1). However, as one coordinator
pointed out, the multi-day duration of training can pose a significant challenge for trustees
who have young children and often cannot attend them in full.

Both experts and trustees emphasized the importance of interactivity in training sessions.
Primarily, they pointed out that exchanging experiences and addressing specific questions
and problems arising in their work would be the most beneficial. “It was highlighted that they
often helped each other during the employment process, as there is no formal training to intro-
duce trustees to their roles” (IPM1). Most often, information was exchanged informally, over
the phone, or during meetings and events. Trustees found training sessions that allowed
discussion to be useful, while those limited to passive information reception were deemed
unhelpful. There was a particular emphasis on the need for examples of good practices to
be included in training courses. This was summarized by one expert, describing experiences
from training organized during annual trustee events: “When you have 60 trustees sitting on
those panels, and each starts sharing their problems and experiences, | can say that solutions and
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conclusions were reached much faster. | think that’s perhaps much better than some specific train-
ing... ‘You know, I had this family, they were like this, and | didn’t know what to do,” then another,
third trustee chimes in, and so on” (IEZ4). It was also pointed out that the knowledge and expe-
riences of trustees should serve as a basis for determining which training sessions they should
attend, to avoid situations where the training content and level are unsuitable.

In one focus group, the importance of training on burnout prevention was emphasized, “as
trustees are often exposed to the difficult life stories of migrants and under the pressure of their
dissatisfaction” (FG1PZ1). Additionally, topics such as negotiation and gender equality were
recognized as significant for the further development of trustees’ competencies within the
focus group. Trustees noted that current training sessions are more useful for exchanging
experiences than for acquiring new knowledge. There were also instances where, after train-
ing, they were left without the necessary support, “which further complicates the application of
what was learned in practice” (FG1PZ1).

Working conditions - In focus groups and interviews, the need for adequate workspace and
basic office supplies that would enable trustees to work seamlessly with beneficiaries was
particularly emphasized. Trustees highlighted the difficulty of working in the same space as
colleagues, as it disrupts conversations with beneficiaries. They often lack certain technical
tools for work, especially printers and scanners. These conditions slow down their work and
hinder communication with beneficiaries.

Experts, trustees, and trustee coordinators agreed that access to vehicles is essential for trust-
ees’ fieldwork, but this is often not the case. Trustees cited various examples of improvising
to secure vehicles, often borrowing from other departments with which they have good co-
operation or using their own vehicles. Trustees and experts had differing views on the issue
of interpreters. While experts considered the availability of interpreters important, trustees
relied on the assumption that users already had sufficient knowledge of the Serbian language
to communicate. One of the challenges regarding the engagement of interpreters is the lack
of clarity about who would finance their services and how.

Trustees also noted that they often receive appropriate equipment as donations from inter-
national organizations and that they depend on projects and donations, which further com-
plicates their work.

Communication and cooperation - Communication and cooperation with services in LSG
- Some trustees believe that communication with services in local self-government (LSG) is
one-way, in the sense that they receive orders from the authorities in the local self-govern-
ments, which they then need to execute: “When a letter arrives for the mayor, it is passed down
to us to handle” (IPZ2). Conversely, there is also an opposing opinion. As one trustee stated:
Everything that is needed usually arrives in my email, in the mayor’s email, and others if it is for
another service, but we are always in contact ‘Are you doing this or am I? Who is handling this?’
(FG2PZ2).

The trustees have reached a consensus that, in most cases, communication and cooperation
between trustees and services in LSG are determined by the trustees’ personal commitment,
previous work, and motivation, as well as the resulting (lack of) respect from other employ-
ees and the leaders in LSG. Their statements indicate that personal relationships are key to
effective communication with other services within LSG. Trustees with years of experience
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emphasized that their communication and cooperation within LSG are good, especially for
those working in smaller communities. The reason for this lies in the acquaintances and rela-
tionships they have within LSG, as well as the ability to easily and quickly access the necessary
information. Coordinators and trustees share the same view on the importance of coopera-
tion. They believe that the role of trustees largely depends on how they are positioned within
LSG and whether they are included in local migration councils.

Coordinators particularly emphasized the importance of good cooperation and communica-
tion with LSG, so that trustees can successfully perform the tasks assigned to them by local
authorities, as well as the duties entrusted to them by the Commissariat for Refugees and
Migration (KIRS).

The responses of experts regarding the communication and cooperation of trustees with oth-
er services within LSG were significantly less detailed and more normative. Experts mostly
framed them within a dual model of engagement and loyalty of trustees (towards the local
self-government and KIRS), while emphasizing the importance and need for good communi-
cation and cooperation between trustees and LSG.

Regarding local migration councils, many experts stated that they lack knowledge about their
scope of work but believe that cooperation between trustees and these councils is essen-
tial and of great importance. One expert, whose expertise includes local migration councils,
pointed out the following: “Trustees are members of the councils, but they rarely meet and irreg-
ularly, usually around specific issues. This means the councils have not become fully functional,
and trustees remain a standalone institution to which KIRS directly addresses. Not the council,
but the trustee will know, do, and complete the tasks. In response to the questionnaires | sent to
the councils, in 98% of cases, the trustees replied. Trustees are functioning, but the council is not,
which is not how it should be” (IEM4). Another expert highlighted that trustees should connect
various actors on the ground and establish communication and cooperation through the local
migration council: I think it would be good for them to be a link between different actors. They
should be the ones to connect not only the Commissariat and local self-government but also the
local population” (IEM1). Due to deficiencies in the implementation of regulations regarding
the work and activities of migration councils, trustees mostly reported that they have taken
over the tasks and responsibilities of the councils themselves.

Communication and collaboration with other actors in LSG - In order to meet the de-
mands placed upon them, trustees are directed towards communication and collaboration
with numerous actors in local communities, including those in the construction, education,
healthcare, social protection, and police sectors. The quality of collaboration and communi-
cation is assessed differently depending on the institution in question and the specific LSG,
although certain patterns can be observed.

All trustees, without exception, experience the greatest difficulties in collaboration with the
Republic Geodetic Authority, as a result of regulatory changes related to the functioning of
the cadaster and electronic access to the services of this institution. Collaboration with the
police, education, healthcare, and social protection sectors is rated from good to excellent,
depending on the LSG. The services within communities with which they most frequently
collaborate include the Red Cross, the social work center, the National Employment Service,
the health center, and the police station. Collaboration is primarily focused on the trustees’
need to obtain specific information.
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Experts generally believe that the collaboration trustees have with other actors is conditioned
by the category of migrants they work with. At the same time, it is expected that certain chal-
lenges exist in this communication and collaboration, given the general lack of intersectoral
cooperation on numerous issues in Serbia.

Communication and collaboration with the KIRS - Somewhat similar to the opinions ex-
pressed above, a number of experts have suggested that the communication between trust-
ees and the KIRS should be good and grounded in regular verbal communication and infor-
mation exchange, as well as through written reporting. At the same time, the majority of
experts believe this matter should be addressed by both trustees and KIRS representatives.

Trustees have emphasized effective communication and collaboration with the KIRS, primar-
ily with coordinators. A good coordinator is considered to be one who is available in situa-
tions where trustees cannot resolve certain challenges on their own. Trustees highly value
direct and open contact, both with coordinators and other KIRS employees, including the
Commissioner and his assistants. However, some interviewed trustees believe that commu-
nication channels with other KIRS employees (besides coordinators) should be more open.
Many trustees who participated in FG highlighted that their communication with the KIRS
was exceptionally good and efficient in the past, and they felt respected when they could
easily obtain the necessary information. Similarly, some coordinators point out that they are
occasionally unable to collaborate with trustees simply because trustees do not respond to
calls or requests.

Certainly, one of the reasons trustees consider direct communication with the KIRS important
is the deadlines they receive for completing certain tasks, which they perceive as short: “They
are there, they provide us with necessary training, they are available, but they are also a source
of immense pressure, a source of high expectations, without protection, without understanding”
(IPZ2). In this regard, they believe they could perform their duties better if they received
timely notifications about planned programs and their schedules: “If they informed us a month
in advance, announced it so we could prepare, because they cannot understand how challenging
our situation is” (FG2PM1). In this respect, frequent changes of coordinators are also unwel-
come, as they do not contribute to better performance of trustees’ duties, which is why it is
necessary to organize meetings between trustees and coordinators, especially when there is
a change in this position within the KIRS.

Communication and collaboration with other trustees - Trustees value communication
and collaboration with other trustees as they consider it an important source of practical
knowledge. They believe that this exchange facilitates the performance of their daily techni-
cal-administrative tasks. Trustees often organize into informal groups (such as online phone
groups) and provide mutual support to one another, with the connection most often being
their work within a single administrative district. Complementing this are the annual meet-
ings of trustees organized by KIRS, where they can also exchange practices. Expert interloc-
utors who have collaborated with trustees, as well as KIRS coordinators who participated in
interviews, also believe that the importance of exchange and collaboration among trustees is
significant and that this potential should receive additional support for development.

Communication and collaboration with NGOs - Trustees agree on the importance of in-
volving non-governmental organizations in their work, believing that this provides their ben-
eficiaries with more comprehensive support. In this regard, they value services such as free
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legal aid, assistance in obtaining various documents essential for exercising different rights,
as well as the provision of aid packages including clothing and hygiene products. Addition-
ally, they recognize NGOs as partners in project work and positively assess their collabora-
tion. When asked whether it is equally good or easier to collaborate with NGOs compared
to other actors, one trustee responded: “It is easier because they know their job. They are very
well-informed, knowledgeable” (FG2PZ1). Many trustees in FG emphasized that their best col-
laboration is with NGOs and that they receive the most relevant information from them. One
expert mentioned being aware of examples of municipalities where NGOs share their field
findings with trustees, thereby facilitating their fieldwork. Representatives of NGOs share
similar views: “We, working in the non-governmental sector understand, we are familiar with their
needs, but | think we should communicate them to the local trustee and certainly be at the service
of the trustee” (FGNVOM?2).

Experts who were presented with the findings of the questionnaire, which indicated a low
percentage of trustees reporting collaboration with NGOs, interpret this as the collaboration
being conditioned by the category of their work, i.e., the migrant groups they are assigned
to: “There are fewer and fewer non-governmental organizations working with traditional migrant
groups, that trustees mostly work with, so they have no one to collaborate with” (IEM4). One ex-
pert mentioned being aware of examples of local communities in Serbia where trustees have
excellent collaboration with NGOs but feels that such collaboration is not widespread across
the country.

Communication and collaboration with beneficiaries- Not all respondents expressed
their views on this topic, while trustees identified direct work with beneficiaries as the most
important aspect of their trustee duties, which greatly motivates them to persevere in their
work. Moreover, given that many trustees work with refugees who arrived in Serbia thirty
years ago, they have managed to develop good relationships with their beneficiaries. Trust-
ees highlighted that these are beneficiaries who often face numerous life challenges and
hardships, making communication and collaboration with them sometimes challenging. The
primary reason for this, they noted, is the excessive demands and expectations beneficiaries
place on them. One expert specifically highlighted the need for trustees to transparently ex-
plain to their users what expectations they can have of them.

Trustee workload - The interlocutors agree that the central task of trustees should be work-
ing with beneficiaries, particularly: “/ think that should be their central task, meaning to provide
direct assistance to people, with specific types of support, and to ensure there is some tangible
outcome from it” (IEZ4).

Decades of work with refugees and internally displaced persons, as well as with returnees un-
der the readmission agreement, have led to trustees, according to all interlocutors, performing
tasks in this domain competently. However, “migration governance at the local level is becom-
ing a political and policy issue” (IEZ2), with boundaries set by central authorities. Changes that
have occurred over the past decades have required trustees to adapt, making their role more
complex. “It has now become a much more complex issue, and thus the role of trustees” (IEM2). An
NGO representative stated: “What is relevant today and what might be the main target group in
the future are no longer refugees and displaced persons as they were perhaps ten years ago when
they were dominant; now we have mixed migrations, although people from mixed migrations are
not present in the same way and in the same numbers across all local governments”(FGNVOM1).
The experience of working with “traditional” or “old” migrants in Serbia, according to some
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counterparts, holds significant potential for the future work of trustees. However, work in
the areas of economic migrations and with the diaspora is sporadically spread across Serbia,
depending on the characteristics of municipalities. Most interlocutors, though not exclusively,
believe that this would represent an excessive demand for changes in the work of trustees
and, ultimately, an excessive burden, as already discussed in this report.

Neither trustees nor coordinators provided specific proposals regarding the type of support
needed to expand their scope of work to a larger number of migrant groups. Additionally,
no strategy was proposed to enable them to work effectively with economic migrants and
the diaspora. Besides working with beneficiaries, connecting various stakeholders within the
community represents the core of the trustees’ role. All respondents share this opinion and
believe that trustees should continue to focus on this aspect.

Asked about the workload of trustees, some experts did not provide answers, considering
that only trustees could adequately address this group of questions. Those who did respond
believe that the workload stems from various factors, such as the size of the migrant popula-
tion trustees work with, migration pressure on the territory of local self-governments (LSGs),
and the types of migration they face. One of the most important aspects identified is the
need to adapt Local Action Plans (LAPs) to sufficiently account for the specificities of LSGs.
Additionally, they considered the extent of other tasks trustees perform alongside their pri-
mary responsibilities as a significant factor contributing to the workload.

In discussions with trustees about the factors contributing to their workload, as well as pos-
sibilities for improving existing work practices, significant data were obtained regarding the
scope of documentation that trustees need to be familiar with, manage, and complete. Facing
the previously described pressures of adhering to often extremely short deadlines, trustees
emphasized that an additional burden is the need to collaborate with other departments both
within the LSG and outside of it, as well as with beneficiaries, to submit documentation. Co-
ordinators of trustees confirmed that most of their directives have an element of urgency and
that they occasionally indeed request their trustees to provide certain data or documenta-
tion within short deadlines, without insight into the other obligations trustees have toward
their employer and formal authority in the LSG. Trustees also highlighted that working with
so-called “difficult” beneficiaries, i.e., working with sensitive categories of people who have
experienced multiple traumatic events, is very exhausting. Trustees stressed that they often
take on the work of all commission members. All trustees agreed that they find it beneficial
when they can distribute work either with other trustees or with NGOs, or when they have
support from colleagues in the LSG, as this allows them to complete tasks more quickly. They
also emphasized that they often need information to be more readily available due to short
deadlines and calls for proposals, as, in a situation where they are overwhelmed with existing
tasks, they do not feel motivated to engage in additional projects and consider the develop-
mental potential of the trustee role.

Coordinators maintain records of the work of trustees, based on which they have insights into
their workload. Within this topic, and in the context of their opinion on the overburdening
of trustees, coordinators pointed out: “I think they feel very undervalued as individuals, in the
sense that others do not recognize their work” (FGKZ1). Another coordinator stated: “I think they
do not even want to be so highly rewarded but rather have this desire to feel dignified” (FGKZ2).
Coordinators believe that if trustees received greater support and recognition from the LSG,
if it were shown that their efforts and dedication were acknowledged and appreciated, it
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would contribute to their professional dignity. They noted that, as coordinators, they strive to
highlight the work of trustees at every opportunity, which would further contribute to their
recognition.

Challenges faced by trustees — One of the most significant challenges, according to the
unanimous opinion of all respondents, is the dual responsibility of trustees — towards KIRS
and towards LSGs, given that this division creates multiple burdens that can lead to conflict-
ing priorities. Thus, primarily, the assignment of additional tasks to trustees contributes to
their work overload. In addition to these extra tasks, in their capacity as trustees, they often
work with a large number of beneficiaries, with limited resources and short deadlines for task
completion, especially when it comes to project-based work. Furthermore, the unfavorable
positioning of trustees within LSGs and the lack of cooperation within LSGs present addition-
al challenges to their work, as insufficient support from other departments slows down the
implementation of their activities and reduces the efficiency of their initiatives to support
migrants. As one expert pointed out, although there might be an assumption that they make
decisions independently, given that they operate at the local level, decisions are made cen-
trally, so trustees often “wait” for KIRS and the state to give them specific directives. Addition-
ally, trustees perceive their role in local migration councils as one-sided - although they are
obligated to report regularly, meetings and information exchanges are rare or do not occur
at all, which further complicates communication and coordination. All of this is summarized
in the statement of one expert: “Certainly, they are, somehow, on that lonely island” (IEM5).

Trustees also often feel that their position and efforts are not adequately recognized and val-
ued, neither by KIRS nor by LSGs. This reflects their perception of their work, as they believe
that the role of a trustee is of great importance for supporting vulnerable and at-risk groups
of migrants and that it should be more appreciated accordingly. The challenge of material
recognition of trustees’ work is also linked to the lack of non-material recognition. All respon-
dents emphasized that they have very low salaries, which are around the minimum wage.

Trustees pointed out that, although they receive support in the form of training, this assis-
tance usually ends with basic guidelines and instructions. They believe they do not have
the opportunity to re-contact the individuals who provided the training, nor to have
follow-up training that would allow them to further clarify and process the information
from lectures and workshops, which would significantly contribute to their understanding
and application of the acquired knowledge in practice. The low authority of local trustees’
coordinators also represents a challenge in their work, according to the trustees. They
highlighted the com-plicated procedure that involves sending requests through
coordinators who often do not have all the necessary information, which is why it takes a
long time to get a response. One trustee emphasized that the authority and
communication with KIRS are “very limited and closed” (IPZ1), stating that requests must be
sent exclusively in written form. Trustees also noted that, although they need additional
information and clarification from KIRS, they can-not always rely on coordinators and often
obtain information through private contacts: “In case | cannot reach the coordinator, and
actually I don’t even need them, | need another person, | use private lines to reach that person. |
send a message. If | can’t do that either, | apply a sys-tematic approach with paperwork,
writing one email, another email, sending it to 4-5 addresses, and waiting” (FG1Z3). One expert
observed that during the onboarding process for trustees, a significant number of them do
not have the opportunity to familiarize themselves with, read, and memorize all procedures
and regulations, so many of them rely on an informal network of information sharing, composed
of other trustees.
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