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Informace o postupu pri vyrizovani podnétu a stiznosti

CTETE POZORNE

Dovolujeme si Vas informovat, ze jako uzivatel/ka sluzeb InBaze, z. s., mate pravo podat k ¢innosti nasi
organizace Ci postupu nasich pracovnikl jakykoliv podnét, pfipadné stiznost.

Upozoriujeme, ze nize uvedené informace jsou zestruénénou verzi aktualizovaného ,Postupu pri
vyfizovani stiznosti dle Metodického pokynu ¢. 07/2016“. PIné znéni postupu pfi vyfizovani Vasich podnétd
a stiznosti naleznete na nasich webovych strankach www.inbaze.cz (pouze v Ceském jazyce).

Forma a postup pro podavani podnétti a stiznosti

Podnét nebo stiznost je mozné podat ustné (u vedoucich jednotlivych oddéleni nebo feditele spolku Ci
Dozorc¢i Rady), pfipadné pak pisemné (email, dopis), a to i anonymné. Mlzete vyuzit také schranky na
podnéty a stiZznosti umisténé v ¢ekarné sidla nasi organizace. Doporuc€ujeme, aby byl pfedmét Vaseho
podani Gi stiznosti co mozna nejvice konkretizovan a jasné a srozumitelné (zaroven vsak slusné) vyjadren,
a to vCetné Vaseho navrhu sjednani napravy.

Podnéty i stiznost mohou byt podany v Ceském nebo cizim jazyce (angli¢tina, rustina, francouzstina,
vietnamstina, mongolstina, Spanélstina, arabstina). Prosime v3ak, pokud V&S dopis nebude pséan
strojopisem, abyste psali Citelné.

Zpusob vyrizeni

V pripadé ustniho podnétu &i stiznosti je termin a zpusob vyfizeni stiznosti sjednan ihned. Pisemné
podnéty a stiznosti vyfizuje Dozor&i rada ve Ihité nejdéle 30 dnu ode dne jejich podani. Odpovéd je
zaslana stejnym zplsobem, jakym byla stiZznost pfijata (tj. posta, email).

Anonymni podnéty a stiznosti jsou projednavany rovnéz ve lhaté 30 dnd ode dne jejich podani. O vysledku
projednanych podnétu a stiznosti jsou jejich podavatelé informovani prostfednictvim vyvésky na nasténce
umisténé po dobu 30 dnu v ¢ekarné sidla nasi organizace.

PFi jakychkoli pochybnostech, navrzich ¢&i pfipominkach k nasSim sluzbam jsme otevieni diskuzi. VaSe
podnéty mohou poslouzit ke zvySeni kvality naSich sluzeb, a proto je vitame. VesSkeré kontakty na
povérené pracovniky vcetné vedeni organizace a ¢lenu Dozor¢i rady naleznete na naSich webovych
strankach www.inbaze.cz

Co délat kdyz nejste spokojeni s vysledkem Vami podaného podnétu €i stiznosti?

V prfipadé, ze s vyfizenim VaSeho podani nebo stiznosti nebudete spokojeni, mizete se obratit na
Magistrat hl. m. Prahy, Charvatova 145/9, Praha 1 (jakozZto instituci registrujici socialni sluzby
poskytovatele), nebo na Kancelar verejného ochrance lidskych prav (podatelna@ochrance.cz).
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Information on the procedure for handling submitted
suggestions and complaints

READ CAREFULLY

As a client using services provided by InBaze, z. s., we would like to inform you that you are entitled to
bring any suggestions or even complaints to our work or to work of our employees.

Please note that the information below is an abridged version of an updated “Methodical guideline no.
07/2016” The complaints procedure". The full wording of the procedure for handling your suggestions and
complaints can be found on our website www.inbaze.cz (available only in Czech language).

The form and procedure for submitting suggestions and complaints

Suggestions or complaints can be filed orally (with the heads of departments or director of InBaze, z. s., or
the Supervisory Board), or in writing (by email or letter). You can do so even anonymously.

You can also use the “Comment/Complaint Box” placed in the waiting room in InBaze, z. s. We strongly
recommend you to ensure yourself that your suggestion or complaint is clearly specified as much as
possible. When filing a complaint, we recommend to specifiy it clearly and understandably (as well as
politely); please include a proposal of your desired resolution.

Suggestions and complaints can be filed in Czech language or in one of the world languages (English,
Russian, French, Viethamese, Mongolian, Spanish and Arabic). However, we ask you to write legibly, if
your letter is not written on a typewriter or PC.

Method of Settlement

In the case of an oral suggestion or complaint, the date and method of is promptly agreed. Written
suggestions and complaints are handled by the Supervisory Board within a period not exceeding 30 days
from its submission. The answer is sent the same way that the suggestion or complaint was originally
received (i.e. regular mail or e-mail).

Anonymous suggestions and complaints are also resolved within 30 days of its submission. The outcome
of suggestions and complaints is announced to the submitter through note presented on the board in our
waiting room, where the note shall be placed for 30 days.

In case of any doubts please note, that we are open to discuss any suggestions or comments. Your
suggestions may serve to enhance the quality of our services, and therefore they are welcome. All contacts
to authorized personnel, including management of the organization and members of the Supervisory Board
can be found on our website www.inbaze.cz.

What to do if you are not satisfied with the result of your filed suggestion or complaint?

In the case that a settlement of your filing suggestions or complaints is not satisfactory to you, you can
submit an appeal to the Municipality of Prague, address: Charvatova 145/9, Prague 1 (institution
registering providers of social services), or to the Office of the Ombudsman (podatelna@ochrance.cz)
located in Brno.



http://www.inbaze.cz/
http://www.inbaze.cz/
mailto:podatelna@ochrance.cz

- InBaze, z.s. Legerova 50, 120 00 Praha 2
I N BA Z E Komunitni centrum pro migranty a ¢eskou verejnost tel.: +420 739 037 353
Community centre for migrants and the Czech public e-mail: info@inbaze.cz

www.inbaze.cz

Unghopmayusi o nopsiOke paccmompeHusi xasob

NMPOYTUTE BHUMATEJIbHO

Nudopmmupyem Bac o Tom, 4TOo 4BnsAsCb nonb3oBaTenem ycnyr InBaze, z. s., Bbl umeeTe npaeo
obpaTntbCa C xanobon unu npeanoXeHnem OTHOCUTENbHO AEeATEeNbHOCTM Hallenh OpraHMsaumm  unum
HalnX COTPYOHUKOB.

O6paTtuTe BHUMaHWeE, YTO NpMBEAEHHAas HKe MHdopMaumsa npeacTtaBnseT coboN COKpaLLEHHbIN BapuaHT
o6HOBMNEHHON "Npoueaypbl paccMoTpeHus xanob" ¢ nomowbio "Memoduyeckux ykasaHul Ne. 07/2016".
MonHbIN TekCT npouenypbl 06paboTKM BalLMX NPEANOXEHUAN U Kanob MOXHO HaWTKM Ha Hallem caunTe
www.inbaze.cz (TONbKO Ha YELICKOM SI3bIKE).

dopma 1 NnopALoK Nogaum xanob u npegnoXxeHUn

MpeanoxeHnss unu xanobbl MoryT ObiTb ModaHbl B YCTHOW dopme (BedylwiMm noapasgeneHui |
PYKOBOAUTENIO OpraHu3auMn unu HabnogaTenbHoro coBeTa), B NUCbMEHHOW chopme (Mo 3NEKTPOHHOM
noyte WUnuM OOblYHBIM MMUCbMOM), BO3MOXHO WM aHOHMMHO. MoxeTe ucnonb3oBaTb TaK Xe SAWMK Ans
npeanoxeHuin 1 xanob, pasMeLleHHbIi B NPUEMHON Halen opraHusaumm. Mbl pekomeHayeMm, 4ToObl
npeameT Ballero NpeaioXeHnst Unm xanobbl Obin M3MNOXEH KOHKPETHO M MOHSATHO ( U, MO BO3MOXHOCTMH,
BEXINBO), B TOM YMCIe M Ballie NpeanoXeHue 0 BO3MeLLeHUN yliepba.

MpeanoxeHns n xanobbl MOryT ObiTb NOAAHbI HA YELICKOM WM MHOCTPAHHOM 4A3blkaX (@HrIUNCKURA,
PYCCKUIN, (PPaHLy3CKUA, BbE€THAMCKWA, MOHIOMbCKUIN, UCMaHCKUN, apabCckuii) U AOMKHO ObiTb HanucaHo
pa3bopynBo UM Hane4vataHo.

Cnocobbl yperynupoBaHus

B cnyyae ycTHOW Xanobbl WMNW MpPeanoXeHus, CPOKM K Cnocod yperynupoBaHuMs  HasHavalTcs
He3ameanuTEenbHO. [McbMEeHHblE  NpeasioXeHUs M xanobbl JOMMKHbl OblTb  PACCMOTPEHDI
HabnopgatenbHbiM COBETOM B CPOK, He npeBbiwatowmnn 30 gHen nocne nx nogadn. OTBET OoTNpaBnseTcs
Taknm e cnocobom, kakum xxanoba Obina nonyyveHa (To ecTb. NoYTa, ANEKTPOHHAA no4Ta).

AHOHMMHbIE NPEANOoXeHMs 1 xanobbl paccmaTpuBatoTca Takke B TedeHne 30 gHen ¢ MOMeHTa X NoAauu.
O pesynbTatax paccMOTpPeHWss  xodatanucTtB M xanob 3aasuTens OygeTr WHOPMUPOBaAH MnyTem
pa3MeLLeHns pelleHnst Ha gocke obbaBneHnn B TedeHne 30 4HEN B NPUEMHON Hallen opraHu3auuu.

Mpn Kakmx NUBO COMHEHMUAX, MOXENAHUAX UM KOMMEHTapPUSX OTHOCUTENbHO HaLUUX YCIyr, Mbl OTKPbITbI
ans obcyxaeHus. Bawu npeanoxeHus mMoryT ObiTb MOnesHbl 41 NOBbIWEHWMS KayecTBa Hallux ycnyr, u
NnoaToMy npmBeTCTBYyeTCA. Bce KOHTaKTbl Ha YNOMHOMOYEHHbIX COTPYAHUKOB, B TOM 4YMCNe PyKoBOACTBO
OpraHm3aumm 1 YneHoB HabngaTensHOro CoBETa MOXHO HANTW Ha HalleM canTe www.inbaze.cz

UYTo Aenartb, ecnu Bbl He yAOBNEeTBOPEHbI pelleHnemM No Ballen xanobe?

B cnyuae, ecnu Bbl He yAOBNETBOPEHbI PELLEHMEM MO Ballel xanobe, BO3MOXHO 0b6paTUTLCA B M3pUI0
r.Mpara, (Magistrat hl. m. Prahy, Charvatova 145/9, Praha 1) kak uWHCTUTYUUKW, PErUCTPUPYIO
LLLeMnoCTaBLUMKOB coumanbHbix ycnyr, unn bropo ombyacmena (Kancelar verejného ochrance lidskych
prav podatelna@ochrance.cz).
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