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Informace o postupu pri vyfizovani podnétu a stiznosti

Dovolujeme si Vas informovat, ze jako uzivatel sluzeb InBaze, z. s., mate pravo podat k ¢innosti nasi
organizace ¢&i postupu nasich pracovnik( jakykoliv podnét, pfipadné stiznost.

Upozoriujeme, Ze niZze uvedené informace jsou zestru¢nénou verzi aktualizovaného ,Postupu pfi
vyfizovani stiznosti dle Metodického pokynu €. 07/2016% ktery je v pfipadé zajmu k nahlédnuti u
pracovnikll organizace.

Forma a postup pro podavani podnétd a stiznosti

Podnét nebo stiZznost je mozné podat ustné u feditele organizace a vedouciho socialné pravniho oddéleni
¢i Dozorci Rady, pfipadné pisemné (email, dopis, datova schranka), a to i anonymné. Mizete vyuzit také
schranky na podnéty a stiznosti umisténé v ¢ekarné obou kancelafi nasi organizace. Doporuéujeme, aby
byl pfedmét Vaseho podani &i stiznosti co mozna nejvice konkretizovan a jasné a srozumitelné (zaroven
vSak slusné) vyjadien, a to v€etné Vaseho navrhu sjednani napravy.

Podnéty i stiznost mohou byt podany v Ceském nebo cizim jazyce (anglictina, rustina, ukrajinstina,
francouzstina, Spanélstina, némdina, vietnamstina, ¢instina). Prosime vSak, pokud Vas dopis nebude psan
strojopisem, abyste psali €itelné, jinak nemusi byt stiznosti porozuméno.

Zpusob vyfizeni

V pfipadé ustniho podnétu &i stiznosti je termin a zplsob vyfizeni stiznosti sjednan v nejblizsi mozné
dobé. Pisemné podnéty a stiznosti vyfizuje feditel organizace ve Ihuté nejdéle 30 dnu ode dne jejich
podani. Odpovéd je zaslana stejnym zpusobem, jakym byla stiZznost pfijata.

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

Pfi jakychkoli pochybnostech, navrzich €i pfipominkach k nasim sluzbam jsme otevreni diskuzi. Vase
podnéty mohou poslouzit ke zvySeni kvality naSich sluzeb, a proto je vitdme. VeSkeré kontakty na
povéfené pracovniky vCetné vedeni organizace a ¢lent Dozor&i rady naleznete na naSich webovych
strankach www.inbaze.cz.

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

V pfipadé zajmu o podani stiZznosti se miuzete vzdy obratit na Magistrat hl. m. Prahy, Charvatova 145/9,
Praha 1 (jakozto instituci registrujici socialni sluzby poskytovatele), nebo na Kancelaf vefejného ochrance
lidskych prav Kancelar vefejného ochrance prav, Udolni 658/39, 602 00 Brno-stfed-Brno-mésto
(podatelna@ochrance.cz).
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Information on the procedure for handling submitted
suggestions and complaints

We would like to inform you that as a client using services provided by InBaze, z. s., you are entitled to
bring up any suggestions or even complaints to our work or to the 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". You have the right of access to the full wording of the procedure for
handling your suggestions and complaints upon request addressed to any of our employees.

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 make sure that your suggestion or complaint is specified as clearly and understandably
as possible. When filing a complaint, please do it politely and include a proposal of your desired solution.

Suggestions and complaints can be filed in Czech language or in one of the world languages (English,
Russian, French, Vietnamese, Spanish, Chinese and Georgian). If your letter is handwritten, we kindly ask
you to write legibly.

Method of Settlement

In case of an oral suggestion or complaint, the date and the form of the solution is promptly agreed. Written
suggestions and complaints are handled by the Supervisory Board within a period not exceeding 30 days
from its submission. The reply is sent in the same form the suggestion or complaint was originally received.

Anonymous suggestions and complaints are also resolved within 30 days of their submission. The
outcome of suggestions and complaints is announced to the submitter through a 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?
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.
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UHdopmaumsa o nopsagke paccMoOTpeHUsA XKanob

UHpopmupyem Bac o Tom, 4TOo ABNAdAcCb nonb3oBatenem ycnyr InBaze, z. s., Bbl nmeeTe npaso
o6paTnTbCs C xXanobon unu npeanoXeHMeM OTHOCUTENBbHO AEeATENbHOCTU Hallen opraHu3auum unm
HaLnX COTPYAHMWKOB.

O6paTtute BHMMaHMe, 4YTO NpuUBELEHHAs HwkKe WHdopMauua npeacTaBnseTr coOON COKpaLLEHHbIN
BapuaHT 0BHOBMNEHHOW "npoueaypbl paccmMoTpeHus xanob" ¢ nomowpto "MeTtoamyecknx ykaszaHum Ne.
07/2016". MonHbIn TEKCT NpoLeaypbl 06paboTKM BaLMX NPeaoXKeHUA N Xanob MOXHO HAaWTK Ha HaLLEM
canTe www.inbaze.cz (TONbKo Ha YeLLCKOM A3bIKe).

dopma 1 nopsgok nogaym xanob v npennoxeHnn

MpegnoxeHms wnm >xanobbl MoryT OblTb MNogaHbl B YCTHOM bopMe (AMPEKTOpY OpraHusaumu,
PYKOBOAMTESNIO COUManbHO-MPaBOBOro OTAENEeHUs unu HabngaTenbHOro coBeTa), B MUCbMEHHOM
dopme (C NMOMOLLbI AUrMTaNbHOM MOYTOBOM WOEHTUYHOCTM UMK OObIYHBIM MUCbMOM), BO3MOXHO W
aHOHMMHO. MoxxeTe MCMNOob30BaTh TAKKE AWK AN NPEeAnoXXeHnn 1 xanob, pasMeLLeHHbIN B NPUEMHON
obounx ogucos opraHmsaumm. Mel pekomeHgyem, 4Tobbl NpegMeT BalLero NpeanoXeHus unm xanoob obin
N3NO0XEH KOHKPETHO 1 MOHATHO U NO BO3MOXHOCTWN 6€33MOLMOHanbHO, B TOM YMCHE U Balle NpeasiokKeHne
0 BO3MeLLeHum yulepba.

MpegnoxeHnsa n xanobbl MOryT ObiTb MOA4AHbI HA YELUCKOM WIW MHOCTPaHHOM A3blkaX (@HrMMUACKUN,
PYCCKMI, YKPAUHCKUIA, HEMELKUA, OPaHLly3CKUA, BbETHAMCKUI, UCNAHCKUIA, KUTAWCKUIN) N AOMKHO ObiTb
HanMcaHo pas3bopyuMBO UMW HanevyataHo, B MPOTMBHOM Cfy4ae Mbl He CMOXeM paclmndpoBaTb
cofepxaHue nucbma.

Cnocobbl yperynuposaHus

B cnyyae ycTHOM Xano®bl wvnu MpeanoXeHus, CPOKM U Chocob yperynmpoBaHuMs  HasHavalTcA
He3ameanuTenbHo. MMCbMEHHbIE NPeasIoKEHNsST U XKarnoobl AOIMKHbI ObITb PACCMOTPEHbI AMPEKTOPOM B
Cpok, He npesbiwatowmn 30 gHen nocne ux nogadn. OTBET OTNPABNSAETCA TaKUM XXe CrnocoboMm, Kaknum
xanoba 6bina nony4veHa.

AHOHNMHbIE NpeanoXeHns 1 xanobbl paccmaTpuBaloTcs Takke B TedeHne 30 gHer C MOMEHTa UX Nogadn.
O pesynbrtatax pacCMOTPEeHUsi xofaTaucTB M xanob 3aasuTenb OyaeT WHGOpMUpoBaH MyTem
pasMeLLEeHNs peLlleHns Ha gocke obbsaBNeHnn B TeveHne 30 gHel B NPUEMHOW Hallewn opraHu3auun.
Mpn Kakmx NGO COMHEHUAX, NOXKEMAHUSX UITM KOMMEHTAPUSX OTHOCUTENBHO HALIMX YCIYT, Mbl OTKPbIThI
ansa obeyxaeHns. Bawmn npeanoxeHns Moryt 6biTb NONE3Hbl AN NOBLILEHUS Ka4eCTBa HaLUMX YCNyr, U
No3TOMY MPUBETCTBYETCA. BCe KOHTaKTbl HA YNONHOMOYEHHbIX COTPYAHUKOB, B TOM Y/CIie PyKOBOACTBO
OopraH13aumm 1 YreHoB HabngaTenbHOro CoBeTa MOXHO HAaNTU Ha HalleM canTe www.inbaze.cz

YTto genaTb, €Cniv Bbl HE YOOBMETBOPEHDbI pELLEHMEM MO Ballen xanobe?

B cnyyae, ecnu Bbl He yOOBNETBOPEHbI peLLUEHMeM No Ballew xanobe, BO3MOXHO 00paTUTbCsl B MIpUIO
r. Mpara, (Magistrat hl. m. Prahy, Charvatova 145/9, Praha 1) kak MHCTUTYLUMW, PErNCTPUPYIOLLEN
MOCTaBLLMKOB coumanbHbix ycnyr, unu bropo ombyacmeHa (Kancelar vefejného ochrance lidskych prav
Udolni 658/39, 602 00 Brno-stfed-Brno-mésto podatelna@ochrance.cz
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