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Who We Are

Who We Are

Croatian Association for Patients' Rights 
(HPUO) — the leading civil society 
organisation defending patient rights across
Croatia and International since 1999.

Implementation patient rights in law 2004

Patient Ombudsman

We serve as independent Patient 
Ombudsman, receiving complaints, 
mediating disputes, and advocating for 
systemic change within the healthcare 
system.

Our Mission

Ensure every patient is informed, respected,
and protected. We bridge the gap between 
citizens and public health policy at national 
and EU level.

Established 1999  •  Member of EPF (European Patients Forum)  •  WHO Civil Society Partner



The Challenge: Vaccination Hesitancy in Croatia

Why Patients' Associations Must Act

• Post-COVID trust erosion and rise of misinformation

• Declining MMR coverage in several Croatian counties (below 95% WHO 
threshold)

• Vulnerable patients — immunocompromised, elderly — depend on herd 
immunity

• Healthcare system faces increased burden from vaccine-preventable 
diseases

• Policy gaps: patients rarely consulted in vaccination programme design

~90%
MMR coverage
(target: 95%+)

1 in 3
Croats uncertain
about vaccines

#1
Patient concern:
lack of clear info



O U R  G O O D  P R A C T I C E

"Informed Consent, Informed Choice"
A Patient-Centred Vaccination Literacy & Advocacy Programme

Literacy
Campaigns

Healthcare
Partnerships

Policy
Advocacy

EU Network
Engagement



Component 1: Patient Vaccination Literacy Campaigns

What we did

• Developed plain-language vaccination guides co-written with patients, 
approved by medical experts

• Launched campaign: patients receive structured question lists before 
vaccination

• Social media toolkit countering common myths — shared by 40+ patient 
groups

• Email helpline staffed by trained patient advocates for vaccination queries

I M P A C T

28,000+
patients reached

82%
felt better informed

120+
GP practices

3x
helpline demand



Component 2: Supporting Public Vaccination Policy

01
Consultation Participation

Active stakeholder in Ministry of Health vaccination programme reviews — patient perspective formally included in national immunisation 
schedule discussions.

02
Parliamentary Advocacy

Submitted written evidence to Croatian Parliament's Health Committee. Recommended mandatory reporting on vaccination-related adverse 
event resolution timelines.

03
Ombudsman Complaints Pathway

Established formal complaints channel: patients facing denial of vaccination access or poor information. Cases escalated to competent 
authorities.

04
EU-Level Engagement

Contributed to joint statement on EU Vaccination Roadmap. Connected Croatian patient experience with EU health policy.



Component 3: Multi-Stakeholder Collaboration Model
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Key Results & Achievements

28,000+

Patients reached
through literacy programme

82%

Reported improved
vaccine understanding

120+

GP practices with
our patient materials

3

Parliamentary
submissions filed

European Patients Groups
advocacy contribution

2023

Best Health NGO Practice
(Croatian Civil Society Award)



How Associations Support Public Vaccination Policy

Trusted Messengers

Patients trust peer organisations. Associations amplify official 
health messages through trusted channels, countering 
misinformation effectively.

Policy Co-Creation

Formal participation in advisory bodies ensures vaccination 
programmes reflect real patient needs, concerns, and access 
barriers.

Monitoring & Accountability

As ombudsman, we track complaints about vaccination access 
denials, adverse event handling, and informed consent failures.

Connecting Local to EU

National experiences fed into EMA and WHO consultations, 
helping shape evidence-based EU vaccination strategies and 
recommendations.



Lessons Learned & Transferable Model

What Worked Well

✔   Co-designing materials with patients dramatically improves 
uptake and trust

✔   Formal ombudsman role gives associations institutional weight in 
policy dialogues

✔   Multi-channel approach (digital + in-person + helpline) reaches 
diverse populations

✔   Sustained partnerships with healthcare professionals essential for 
credibility

Challenges to Address

⚠  Funding dependency on project cycles limits long-term planning

⚠  Volunteer burnout in sustained advocacy campaigns

⚠  Institutional resistance to including patient voices in technical 
meetings

⚠  Misinformation spreads faster than evidence-based responses



Recommendations for Associations & Policymakers

FOR ASSOCIATIONS

• Formalise your role: seek official advisory or ombudsman status
in national health bodies

• Build co-production partnerships with healthcare professionals 
early

• Invest in digital health literacy capacity within your own team

• Document and share good practices through EU networks 
(cittadinanza attiva, Cittadinaza WHO CS)

FOR POLICYMAKERS

• Mandate patient organisation participation in vaccination 
programme design

• Provide sustained (not project-based) funding for civil society 
vaccination work

• Create formal complaints pathways for vaccination access 
issues

• Recognise ombudsman associations as formal partners, not just
consultees



Thank You
"Every patient deserves not just treatment,
but the knowledge to protect their health."

Croatian Association for Patients' Rights

Patient Ombudsman — Croatia

www.pravapacijenata.hr  |  info@prava-pacijenata.hr

Dr. Jasna Karacic Zanetti


