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1. INTRODUCTION

The 2018 Annual Report of the Ombudswoman is the key mechanism in the work of this institution,
and has been prepared in accordance with the Ombudsman Act, the Abiscrimination Act and

the National Preventive Mechanism Act. It is based on 5082 case$Weacted on, the field work,
research and data collected from several hundred stakeholders, including public authorities, civil
society organisations, trade unions, employers, universities, churches, religious organisations and
many others., and, along ith an analysis and assessment of the status of protection of human rights
and freedoms in the RC, also contains 209 recommendations for removing systematic shortcomings
and irregularities, and an assessment of the degree in which the competent bodies have
implemented our earlier recommendations. A noticeable increase in their implementation in 2018 is
encouraging, as the competent bodies act, or have acted on 65% of the recommendations from the
2017 Report, which shows the importance of the support providey the Croatian Parliament for
their implementation. The Parliamentary Committee for Human Rights and the Rights of National
Minorities emphasised the importance of systematic monitoring of the recommendations and called
on public authorities to appointoordinators for cooperation with the Office, which they have done.
Good cooperation is of exceptional importance, as implementing the recommendations has an
immediate effect on the protection of human rights and combating discrimination, and thus on the
lives of Croatian citizens.

Croatia continued to face emigration in 2018, with citizens stating as the most common reasons the
poorly organised and badly run state, corruption and giving preference to employing members of
political parties regardless ofieir competences, as well as a feeling of resignation and hopelessness.
At the same time, there is a notable lack of loagrm thinking, such as in the area of social welfare,
for instanced strategic documents are not adopted or have no continuity, andg@ations often
change, hindering the work of experts and causing inconsistencies and irregularities in their work,
while a lack of results of all system reforms so far is primarily reflected in the lack of support to the
beneficiaries, the most vulnerablmembers of the society, with tragic events as consequences.

Despite a growth of the GDP, the poverty risk rate has increased, especially for older persons, with
social services largely unavailable for many. Considerable differences in pensions cement inequality
and a feeling of injustice, while the EC recommendatito harmonise pensions earned in line with
regular and special regulations has not been adopted. The inequalities in regional development are
best reflected in the availability of services in rural areas and on the islands, while the lack of health
care eams, long waiting lists, inadequately equipped premises, lack of health care staff and their
overworkload, but also inappropriate communication and unprofessional conduct, provided some
of the grounds for complaints about the inability to exercise the right to health care.

Citizens also expressed dissatisfaction with the quality of court decisithrey, feel unequal before
the law, and do not consider the judicial power independent from the executive. Though increased,



the funding of free legal aid remains inadequate, and the dysfunctionality of this system puts citizens
into unequal status based ortheir financial status, thus preventing the most vulnerable from
exercising their rights. Despite expectations that the implementation of the new Croatian War
Veterans Act would solve their accumulated problems, we received 70% more complaints by war
veterans related to both recognition of their status and difficult social status.

Despite a shortage of labour, citizens pointed at irregularities in employment, concluding fitexch
work contracts, unlawful and unpaid overtime work, illegalaifs, irregudarities in the payment of
salaries, but also abuse at work, while many do not know how to protect their rights. The field of
work and employment features most prominently among discriminatidiased complaints, more
often based on age and trade union memhbship in the private sector, and on political conviction

in the public sector. Workers remain fearful of victimisation, often contacting us anonymously, in
order not to endanger their legal employment status.

As in the previous years, the most common guad for discrimination in the complaints was ethnicity,

i.e. national origin, especially by members of the Roma and Serb national minorities, and migrants.
The Roma continue to face obstacles in education, employment, housing, health care, as well as
socid exclusion and prejudice. Members of the Serb national minority are also more strongly
exposed to discrimination based on ethnicity or national origin, and a trend can be witnessed of
deteriorating relation by a part of the majority population and some fitical and public actor
towards this community.

In 2018, numerous judicial proceedings were instituted against journalists and the media, which
affects the degree of exercising media freedoms, with intolerance of different groups and opinions
still verymuch present in the public arena. The occurrences of denying the criminal character of the
ISC are frequent, with some still wrongly trying to justify the salute 'For Homel&riRleady' by its
positive connotations arising from the Homeland War, althougiwias in violation of the Constitution
even then, while justifying the crimes and human rights violations committed by the communist
regime is unacceptable, too.

As regards the National Preventive Mechanism, despite certain improvements, no significant
systematic changes took place. 10 out of 14 prisons remain overcrowded, and problems related to
exercising health care still remain. Citizens continue to complain about wrongdoings in police
conduct, with a considerable number related to violations in agiwithin their competences. We
continue to receive complaints by migrants and associations pointing at hampered access to
international protection and violence against migrants caught in illegal border crossings, with
efficient investigations missing. Its iunacceptable and unlawful for the MI to deny the
Ombudswoman direct access to the information on actions taken against irregular migrants in its
information system. When talking about seekers of international protection, irregular migrants and
persons ganted international protection, systematic application of integrativalated measures is
still missing.
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Additionally, the Act on Protecting Persons Reporting Irregularities was being prepared in 2018, to
come into effect on 1 July 2018rodening the mandate of the institution of the Ombudswoman.
However, funds for its implementation have not been secured, but only for promotion, which is
inadequate for the protection of persons reportingrregularitiesand can slow down procedures in
the already existig mandates.

Ultimately, 70 years of the Universal Declaration of Human Rights was marked in 2018, the first
international document putting into focus the rights of each individual regardless of their race,
gender, language, religion, political or otheronviction, property or other characteristics. It is these
values that are reflected in the UN Sustainable Development Agenda by 2030, calling on us, when
implementing policies and programmes, not tieavethe most vulnerable society membeitsehind.

2. DATA OACTIONS TAKEN IN 2018

2.1. STATISTICAL DATA ON THE ACTIVITIES OF THE

In 2018, the Office of the
Ombudsman acted on the total
of 5082 cases opened in 2018 o
in earlier years. Most of them,
3849, or 75.7%, were initiated
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continued on 1098 (28.5%) that had been opened in previous years, due teirtlttomplexity.
Furthermore, 8.6% more complaints were received in 2018 than in the year before

The most complaints were filedn the area ofdiscrimination (12%), followed by labour and civil
service relations (11%), and the judiciary and health caithy 10% each. The biggest increase, 70%,
was noted in the field of protecting the rights of war veterans and their family members, particularly
with regard to the war veteran status, and material and other rights in line with special regulations.
On the other hand, the biggest drop was recorded in the area of enforcements, with 40% fewer
complaints than the year before, followed by property relations, and reconstruction and housing
care

Of the total of 3849 cases that we acted upon following citizermplaints in 2018, work was
completed in 2686, with proceedings still underway in 2019 for 1163. Of the cases resolved in 2018,

in 40% general legal information

CASES: RESOLVED JINi 20 was provided to citizens, in 10%

violations of rights were found,

while no violations were idetified
Under the

competence of Forwarded to in 17% of them. 7% of the cases
special Ombud other bodies  Other were forwarded to the special
7% 6% 3% .
Ombuds institutions, and 6% of
Suspended

the complaints were sent to other
state authorities
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Generallegal 1 relation to 2017, the number of

Founded
10% information o
\ 40% cases where citizens were
provided general legal
orimiiend ‘ I information increased by 7.2%,
na znanje while the number of those
8% .
Unfounded forwarded to the special Ombuds
17% institutions and other state

bodies was higher as well, by
1.4% and 2.9%, respectively. These data clearly show that the number of complaints, petitions and
inquiries in which citizenare provided general legal information, i.e. which there are no grounds
for initiating investigating procedures, is on the rise, which confirms that citizens do not possess
adequate information about their rights and do not know who to contact when thegrtsider their
rights to be violated or feel discriminated against, but also, that the competent authorities should
increase their availability to citizens and improve their communication using various channels.
However, this information also proves thattidens arenot sufficiently aware of, odont't have
adequate access to, the system of providing free legal aid, which should be at their disposal and
provide them with basic legal information, which is discussed in more detail in the chapter on the
judiciary.



As in the previous years, the most
complaints were received in 2018 from

the Zagreb County and the City of
3%

B Zagreb, followed by the Primorje
Other 17y, Gorski Kotar, SpliDalmatia, and Sisak
==ryi e Moslavina counties. Physical persons
Forwarded to other bodies —'3 1% filed 82% of the complaints, 9% eve
anonymous, with the remainder
o P 7% : - : L
Forwarded to special [y submitted by civil society organisations
5,6% .
Ombuds and legal persons. The complainants
9% complained the most (29%) against
Suspended === . . i ,
11% actions by public administration

bodies, the most of which referred to
conduct of the MI in different fields,
and the prison system, followed by

-
10%
Founded ===l
11,3%

Acknowledged e 8% . complaints against legal persons with

T public authority (19%) and other legal

Unfounded P 79 persons (16%), local or regional

20% government bodies (10%), courts and

. 40%  physical persons, with 5% each, with

General legal information l the same percentage of complaints

32.8% which did not indicate who was

@ 2018. 2017. complained against. The remaining
complaints focused on other bodies

Pursuant to the Ombudsman Act, complaints may be lodged in writing or orally, and shall be
recorded, while complaints sent via email shall obligatorily conttiie complainant's postal address.
However, the number of complaints, inquiries and petitions received by email is growing, with over
3800 citizens contacting the Office this way in 2018, or 600 more than the year before. Along with
7800 letters sent byegular mail, we received as many as 13,846 emails. In addition, official minutes
were taken of 780 phone calls and visits in person relating to different inquiries in which citizens
asked for assistance, but which provided no grounds for opening casesnitiating investigation
proceedings.

We also participated in thgrocess ofadoption of 67 laws and other regulations, in the course of
public consultation or later during the procedure, such as the Foreigners Act, Labour Market Act,
legislation on taxabn and other.

Coopenaiionivitareompeteniauthorities

As in the previous years, a more detailed assessment of the measure to which the competent
authorities acted in accordance with earlier recommendations is provided in each particular chapter.
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However, in order to be able to provide such an assessment, we sent letters to almost all competent
authorities in September, asking for information about the activities they had undertaken aimed at
their implementation, and received replies from all exdejme Ministry of Finance and the Ministry

of Science and Education. Thus, according to available data, competent authorities acted or were
acting in 2018 on 65% of the recommendations from the 2017 report, failed to implement 21% of
them, while we eitheihave no information about the remaining 14% or there were differences in
understanding. If these data are compared with those from the 2015 and 2016 reports, a continuous
increase in implementation can be noted. This was certainly helped by the thematgsisa
organised by the Croatian Parliament's Committee for Human Rights and the Rights of National
Minorities in July 2018 focusing on the topic of implementing recommendations from the 2017
Report, and attended by many representatives of the competent hatities, where the importance

of systematic monitoring of recommendations was emphasised. Satisfaction was expressed at the
detailed statement by the Government about some of the recommendations, and the Committee
suggested that public authorities issuaish statements about all recommendations in the future,
and appoint coordinators for cooperation with the Office of the Ombudsman. Most have done so,
and we are going to meet them in the course of 2019

At the same session, the Committee

. ) IMPLEMENTATION O!
adopted a conclusion whereby it RECOMMENDATIONS FROM;REPO|
encouraged the Office for Human Rights
and the Rights of National Minorities to
. o . . 65%
continue monitoring the implementation of
the Ombudswoman's recommendations
through preparing and submitting reports
40%

on the activities implemented basedrothe

recommendations to the Government of 29%

the RC. In this respect, the fact i

encouraging that the Regulation on the

Office for Human Rights and Rights o

National Minorities from January 201¢

retained monitoring recommendations by 2015. 2016. 2017.

the Office of the Ombuwsman and

coordinating the preparation of reports on their implementation within the OHRRNM's
competences, along with announcements that such report will indeed be prepared in 2019

As regards working on individual cases during the year, cooperation i competent bodies was
mostly good. We do receive replies to our letters, albeit often outside deadlines and following several
urgency notes. Besides, replies are often very scant and formal, and do not provide substantial
answers to questions asked, armbmetimes are even misleading. The bodies which regularly had to
be sent several urgency notes included the following ministries: of state property, finance,
construction and physical planning, justice, labour and pension system, environmental protection
and energy, health, and science and education, as well as the State Attorney's Office, which has a



very uneven practice, however, replying to some inquiries very timely, while ignoring us completely

in some cases, communicating in the media that 'the déois on dropping criminal charges was not

delivered as the Office of the Ombudsman is not authorised by the Criminal Procedure Act for
receiving decisions on dismissal é', even though
Ombudsman Act, to ensu the availability of information, submit all data and provide all necessary

assistance to the Ombudswoman

Additionally, when preparing this report, we sent a call for cooperation and submission of data and
information, experiences and observations, agll as relevant statistical data, research and other
matters of importance of the assessment of situation, to all state and other bodies that have points
of contact in their scope of work with the protection of human rights and combating discrimination,
i.e. the topics we deal with in the report. It is encouraging that this year, for the first time, all the
ministries responded and provided the information requested.

However, in the context of collaboration during the year, what particularly worriethesMI practice

of denying immediate access and insight into the information about actions taken towards irregular
migrants in their information system, which is the sole source of relevant data, preventing the
Ombudswoman and authorised staff of the Offigi.e. the NPM, from efficiently exercising the tasks
and competences stipulated by the National Preventive Mechanism Act, thus violating the
Ombudsman Act and Data Protection Act. In addition, the content of the Ordinance on Stay in the
Reception Centrdor Foreigners gives reason for concern, potentially endangering the mandate of
the Ombudswoman, which is explained in more detail in the chapter on asylum seekers and irregular
migrants

Activities Ditthe:segignalioffices

In 2018, the Split Regional Office received 440 complaints from citizens, of which 209 in person, 187

by phone, and 44 during field work in several cities and municipalities of the 9pitmatia and

g i b &nin dounties. In addition, 107 citizens contdtthe office in person or by phone, asking

di fferent questions about the Ombudswomands comp

Most of the citizens who visited the office in person were from the Sfidalmatia County, while the
number of ¢ o mpibeaikHKnin €ourityralsonincreases, by 21%, as a result of field work

in rural areas and on the islands, as a channel forimmediate collection of complaints and information
about citizensd problems on the | oc alateditoghee | . Li
duration of judicial proceedings, exercising social and rights from the health and pension insurance,

with a considerable number of complaints against police conduct and the status rights of foreign
citizens.

As part of marking the Internadnal Human Rights Day, we organised a round table at the Faculty
of Law in Split called 'Financial situation as an obstacle to access to judtibe problems of free
legal aid', which gathered representatives of the civil society, academia, public aiditndtion,



attorney's office and courts. Additionally, as in the previous years, the regional office cooperated
with CSOs, the academia and the media from the Syilialmatia County, and participated in all
relevant public events held in the Dalmatian coues.

The Osijek regional office was visited by 255 citizens in person in 2018, 370 citizens contacted in by
phone, and 18 in writing. The complainants who show up in person are most often from Osijek and
its immediate environs, although they also come froother parts of the OsijekBaranja County and

the VukovarSrijem County, while citizens from more remote Slavonian counties mainly contact the
office by phone or in writing. Like in the preceding years, the most complaints referred to work of
the judiciay and enforcement procedures, discrimination, the rights of war veterans, police conduct,
and protecting the rights deriving from employment relations.

In the course of 2018, the Osijek regional office collaborated with CSOs and the national minority
councils. In April, we organised the conference 'Human rights have no expiration date: Life in a home
for the elderly and infirm' in Osijek's Home for the Elderly and Infirm, and in December we held a
round table entitled 'Deprived of freedom, but not of hum@rights d the importance of cooperation

in protecting the rights of persons deprived of freedom' at the Faculty of Law in Osijek.

The Rijeka regional office was visited by a total of 651 citizens in 2018, of which 272 in person and
379 by phone, mainlyrelated to discrimination in the field of labour, the inability to exercise social,
pension, and statugelated rights, inadequate housing, dissatisfaction with results of judicial
proceedings, as well as to difficult financial situation in general and itheapacity to meet financial
obligations. Though most of the complainants were from Rijeka, the office was also contacted by
citizens from other parts of the Primorj&orski Kotar and Istria counties.

We continued successful cooperation with the FacutfyLaw in 2018, by participating in lectures for
students, and established cooperation with the Faculty of Philosophy in Rijeka. The regional office
maintained cooperation with local CSOs, organising a lecture on discrimination for their volunteers,
and members of the national minority councils and minority representatives. Staff members from
the regional office addressed several events focusing on human rights: on hate speech, unemployed
youth outside the education system, and other.

On the occasion ofhe International Human Rights Day, the Rijeka regional office organised a round
table on combating discrimination in the field of labour, attended by representatives of the
academia, judiciary and trade unions, and on the types of violating the rights arkers and
mechanisms for their protection
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. STATISTICAL DATA ON ACTIONS TAKEN AGAINS

DISCRIMINATION
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e : In 2018, the Office of the Ombudsman acted on
NUMBER OFDISCRIMINATIC

COMBLAINTS TO THE OFFICE OF - the total of 779discriminationrelated cases, of
OMBUBDSMAN SINCE THE ADOPTION: whi ch 5209 wer e initiated
THE AD/ . :
. av compl aints or on the Officc¢
. 317 in 250 general initiatives, such as participating in
3 284 277\ w

24}8 6 drafting regulations, organising and conducting

172 202
w144 14714 ) training and other. Of the 529 proceedings
l i h l initiated on the grounds of suspected
‘ discrimination, 212 had been carried over from
9 O & O > O o QW h [ hile 317 were received in
S A AV AV N A N7 & AV N the previous years, while ere receive
D SO S S S S

2018, the seconthighest number on the annual
basis, after 2016, constituting a 14% increase in relatioBGd7

Like in the preceding years, the area of labour and employment featured most prominently in the
complaints, with 42.9% of them, of which 27.1% referred to discrimination in labour, and 15.8% to
employment.They are followed by complaints in

e MOS0 the field of to goods, with 7.3%, and th
DISCRIMINATION SOV RGN e Tieid oTaccess o goods, With /.55, and those
in the areas of public information and the media,

Labour 86 27,1 . . . . .
Employment 50 155 and public administration, with 6.6% each in the
Public information and the 21 6,6  total number. The fields of education (4.1%) and
media justice (3.8%) were sb more prominent, while
Access to goods and 23 123 -
services others were less present. Additionally, 3.8% of
Social welfare 7 22 the complaints were related to multiple
Educati 13 4,1 e -

- discrimination areas, while in 3.5% of the cases
Administration 21 6,6
Judiciary 12 38 no area was indicated or could be determined,
Health care 11 35 and 7.9% of the cases pointed at discrimination
Pension insurance 4 1,3 . l
Housing 7 22 INgenera
Science > 16 Looking at the grounds for discrimination, in
Sport 4 1,3 . .
P e p—— ) 0a keeping with the trend of last several years, race,
unions, CSOs, political ’ ethnicity and colour, and national origin, remain
parties o in the lead with 20.8% of the total number of the
Cultural and artistic activity 1 03 lai Citi | lain of q
N — 5 o c9mp a‘lnts.. itizens also cgmp ain of agease |
Multiple areas 13 41  discrimination (6.6%), political or other belief
No area 11 35  (5.4%), and health status (4.4%), while other
Discriminationd general 25 7,9

grounds remain less present. As in the previous

317 100
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years, the factthat in even 18% of the a0l NO. OF
complaints no grounds from the ADA were | pjis@=00lINAT1oeIN COMPLAINTS
indicated causes concearnwhich means that

Race, ethnicity or colour

" : 18 5,7
citizens still need to be educated about the
legal concept of discrimination, as there car National descent i Lo
S . . Age 21 6,6
be no discrimination, as it s defined by the Gender 19 6
ADA, if there is no causal relationship Religion 9 2,8
established between discrimination ground: Social status 5 16
Education 8 2,5
and unfavourable teatmert. N -
Political or otherconviction 17 54
Like in the preceding years, most complaint ~Health status 14 4.4
, : Disability 11 35
were filed by physical persons who were the :
o .yp. y P ] Material status 10 3,2
victims of discriminatory actions. 45.4% of tht  11ade union membership 7 2.2
complainants were female, 54.6% were male Marital of family status 2 0,6
while 8.9% of the complaints were filed by Sexual orientation 4 13
0 Language 0 0
groups of persons, and 4.6% Wwere .. qeridentity or expression 1 03
anonymous. We initiated antdiscrimination  Multiple discrimination 66 20,8
proceedings on our own initiative in 10.2% o  ©ther grounds L e
No grounds under ADA 43 13,6
the cases.
317 100

As regards the bodies complained against, il

30% of the cases citizens complained of discrimination by public administration or bodies of lmca
regional government, in 23% by legal persons, in 16% by physical persons, in 10% by legal persons
with legal authority, and in fewer cases by other bodies

ZizvaacONSOLIDANBDNJATAQFALEIOMBUD S M

Along with the Office of the Ombudswoman, statistical data on complaints about discrimination
pursuant to the ADA are also collected ankkpt by the special Ombuds institutions. As the central

body in charge of combating discrimination, we consolidate treslata in order to provide a
comprehensive representation of discriminatiorelated complaints received by all Ombuds
institutions in the reporti ng genéeg groundsramkaeas d o wn
of discrimination and the type of body complained against

CONVBEEAINTISSUNDERSITHE AVA B LHE COMBPLAINAN IES-SEXI [N 2018

e
Complainant's sex Office of the Ombudsman for Persons Ombudsman for Ombudsman for
Ombudsman with Disabilities Children Gender Equallty

Female

126 30 13 127
Transgender person
Unknown 14 1 1 -
Group 27 6 10 4
Office initiative Sl 5 - 28
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303! 69 38

COVPREAINISIUNDERSTHE ADA BY DISCRIMINATIONIGROUNDS INF2018

Office of the Ombudsman for Ombudsman for Ombudsman for
Grounds Ombudsman Persons with Children Gender Equality
Disabilities
Marital of family status
Trade union membership

Social status

Genetic heritage
Economic status
Disability

Language

Education

Political or other belief
Race, ethnicity, skin colour or
national origin

Gender identity and
expression

Social origin

ex

Sexual orientation
Religion

Health condition
Multiple discrimination
No grounds under ADA
TOTAL

wn

Q
)

CONVPEAINISIUNDERYTHE ADA BYS [ HE :BODN/PERSONCOMPHAINED AGAINSIINZ018

Office of the Ombudsman for Ombudsman for Ombudsman for
Type of body/person Ombudsman Persons with Children Gender Equality
complained against Disabilities
Physical person
Legal person
Legal person with public
authority
State administration body
Judicial body
Civil society organisation
Local or regional government
body
Other
TOTAL

COMPIEAINTSIUNDERY FTHE ADA BYA LHE AREAOE DISCRINMINATION|N-2013

Office of the Ombudsman for Ombudsman for Ombudsman for
Ombudsman Persons with Children Gender Equality
Disabilities

Membership in trade unions,
CSOs, political parties

1The number of complainants (303) is lower than the total number of complaints (317) because gars®ns
filed several complaints.



N

21 - 2 58

1 - 1 6
13 8 17 11
4 - - 1
5 - - 1
12 5 - 28
21 - - 94
23 11 3 9
86 5 65
50 4 22
4 2 - 5
7 8 3 79
2 - - 30
7 1 2 5
11 4 2 27
13 - 3 -
36 20 2 14
317 69 38 458

2% THE PROBLEM OF UNDERREPISRRMNENATION AND THE PREVE

Discriminationrelated cases can either be filed with the Ombudswoman special Ombuds
institutions, or protection can be sought through judicial proceedings. However, even though the
ADA has been in effect for ten year and the number of complaints to the Ombudswoman has been
ontherise,asaresultofprmact i ve work and better awareness of
competences and possibilities for protection, research shows that the presence of discrimingion
still significantly higher than is reported to competent bodies. Underreporting is not unique to
Croatia, as indicated by results of the FRA resedrend emphasised by other bodies focusing on
equality, including the European Network of Equality Besi(EQUINEY,)According to a research
carried out in late 2016, as many as one fifth of the respondents reported experiencing discrimination
once or several times in the previous five years, of which ttiirds failed to report it, believing that

it would not change anything, fearing that the situation would only become worse, not knowing who
to contact, or considering the ensuing proceeding too complicated, lengthy and expensive.

However, apart from the possibility to file complaints, the amliscrimindgion system also includes
preventive action, such as informing the public about the possibilities for protection, and educating
persons encountering discrimination cases in their work, who in passing their decisions can violate
someoneds r ianhenhttdoo equal tre

Bearing in mind the importance of preventive action, the officials and employees of the Office of the
Ombudswoman conducted a series of training events in 2018: for LG(R)U heads, judges and state
attorneys, city administration staff, managers of stat&vned companies, trade union heads and
students.

2 Agency for Fundamental Right§econd European Union Minorities and Discrimination Surdeylain
results, available atttps://fra.europa.eu/en/publication/2017/eumidid- main-results

3 http://www.equineteurope.org/IMG/pdf/summary_report.pdf






































































































































































































































































































































































































































































































































































































































































































































































































































































































































































