Pravidla poskytovani socialni sluzby:
Odborné socialni poradenstvi

Poslanim odborného socialniho poradenstvi je pomoc a podpora cizinct, ktefi se obtizné
orientuji v prostiedi a systémech Ceské republiky.

Komu je sluzba urcena:
e Cizinci dlouhodobé legalné pobyvajici na tizemi CR na zikladé Zakona o pobytu
cizinci.
e Drzitelé mezinarodni ochrany — azyl, doplitkova ochrana.

e Osoby, které nepatii do vySe uvedenych skupin a maji prokazatelné obdobné integracni
potieby jako vySe uvedené skupiny.

Odborné socialni poradenstvi Vam pomiiZe:
e zorientovat se ve Vasi situaci z hlediska pobytové problematiky, VaSich prav a
povinnosti apod.
e zorientovat se v pravnim, socialnim, vzdé&lavacim &i zdravotnim systému CR, zvysit
pravniho povédomi
pfi vybéru vhodné Skoly
pii hledani vhodného kurzu ceského jazyka
pii vyplnovani formulait pro urady atd.
1épe se orientovat v ¢eském prostiedi — zdkonech, zvycich a pravidlech

V ramci odborného poradenstvi terénni formou Vam pracovnici Centra mohou pomoci:
e ve Vasem piirozeném prostiedi (v okoli bydliste, v praci, ve Skole)
e piijednani na Gfadech, s dal$imi institucemi, u lékate, ve Skole ...

Zasady prace Centra:

e Dbezplatnost;
Vesker¢ sluzby Centra jsou poskytovany zdarma.

¢ individualni pFistup;
Pracovnik zaujiméa vzdy individudlni pfistup k uzivateli. Sluzba je poskytovéna vzdy
s ohledem na konkrétni situaci a na potieby uZivatele.

e spoluprace;
Uzivatel je partnerem pro spolupraci a pracovnik postupuje vzdy tak, aby mohl byt
navazan maximalné partnersky vztah pti feSeni spolecné zvolenych cili. Uzivatel je
vnimadn jako expert na svou zivotni situaci. Socidlni pracovnik respektuje jeho
rozhodnuti. Uzivatel je vzdy spraven o moznych nasledcich svych rozhodnuti (tloha
socidlniho pracovnika v ramci poradenského procesu).

e rovnost a respekt;
Pracovnici sluzby pfistupuji ke vSem uZivatelim s respektem a nerealizuji Zadné takové
jednani, které by vedlo k diskriminaci cilové skupiny na zaklad¢ pohlavi, naboZenstvi,
rasy, barvy, narodnostniho nebo etnického ptivodu.
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o diskrétnost;
Uzivatel sluzby ma pravo zlistat v anonymité, je respektovano jeho soukromi
a chranime osobni tdaje. Veskera dokumentace obsahujici udaje o uzivateli sluzby musi
byt vedena se souhlasem uzivatele, ktery ma pravo do ni nahlizet; zatizeni ziskava jen
ty udaje, které jsou stanoveny jako nezbytné pro poskytovani odbornych
a kvalitnich sluZeb.

e bezpedi;
Sluzbu miize vyuzit kdokoliv z cilové skupiny bez omezeni, pokud svym chovanim
a jednanim neomezuje a neohrozuje sam sebe, ostatni uzivatele, pracovniky ¢i efektivitu
sluzby.

e svoboda;
Socidlni sluzby jsou poskytovany v z4jmu uzivatele a v nalezité kvalit¢ takovymi
zpusoby, aby bylo vzdy disledné zajisténo dodrzovani lidskych prav a zékladnich
svobod. Pracovnik pfistupuje k uzivateli jako ke ¢loveku, ktery je pIné kompetentni fidit
svlj zivot.

Zpiusoby zahajeni spoluprace:

Mate moznost kontaktovat socidlniho pracovnika Centra, naptiklad telefonicky,
emailem, prostiednictvim socidlnich siti, Skypu nebo osobné. Miuzete byt kontaktovani
pracovnikem Centra v ramci jeho terénni prace, nebo Vam muze byt kontakt na sluzbu
zprostiedkovan pres tfeti osobu (jinou instituci, znamé apod.).

Prvni kontakt se sluzbou — ¢eka Vas:

e Kratky rozhovor se socialnim pracovnikem, kdy si ujasnite, co od sluzby ocekavate,
jaky mate problém nebo co byste chtéli zménit. Spolecné se socidlnim pracovnikem si
stanovite, ¢eho chcete dosahnout a jak.

e Pokud budete potiebovat pro rozhovor tlumoceni, Ize jej pro Vas bezplatné zajistit.

e Pokud budou VaSe pozadavky a o¢ekavani v souladu s aktivitami a moznostmi sluzby
mizeme uzaviit ustni nebo pisemnou smlouvu o poskytnuti sluzby; pro uzavieni
smlouvy potifebujeme nékteré Vase osobni udaje, ale pokud nebudete chtit osobni udaje
poskytnout, Ize Vam sluzbu poskytovat i anonymn¢.

Vase zakladni prava:
e pravo na osobni svobodu a svobodu pohybu
e pravo na ochranu soukromi; prdvo na anonymitu; pravo na bezpeci
e pravo rovného pfistupu a ochrany pted diskriminaci
e pravo na svobodu nazoru, vyznani a piisluSnost
e pravo na distojné zachazeni
e pravo na svobodné rozhodovani a vlastni volbu
e pravo odmitnout nebo kdykoliv ukon¢it sluzbu
e pravo stéZovat si
e pravo na volbu dostupnych zdroja
e pravo na poskytovani sluzby ve sjednaném rozsahu a pozadované kvalité
e pravo na informace v souvislosti s poskytovanou sluzbou

MiiZe Vam byt odmitnuto poskytnuti sluzby z téchto duvodii:
e Centrum neposkytuje socidlni sluzbu, o kterou zadate.
e Pracovnici sluzby nemaji dostate¢nou kapacitu k poskytnuti socidlni sluzby, o kterou
zéadate.
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e Nepatiite do cilové skupiny, pro kterou je sluzba urcena.
e Pokud porusujete zasadu bezpeci (viz vyse).

MiiZe Vam byt odmitnuto uzavieni nové smlouvy o poskytovani sluzby, pokud Vam byla
ze strany Centra v uplynulych 6 mésicich vypovézena smlouva o poskytovani téze sluzby
z diivod porusovani povinnosti vyplyvajicich ze smlouvy.

Povinnosti uzivatele socialni sluzby vyplyvajici ze smlouvy

Jako uzivatel sluzby jste povinen respektovat lidskou dustojnost ostatnich uzivatelt a
klientl sluzby a Centra 1 pracovnikii poskytovatele, dodrzovat lidské prava a zakladni svobody
vSech osob, vstupujicich do procesu poskytovani socidlnich sluzeb, do vzajemnych kontaktt a
vztaha.

MoZnost podani stiZnosti:

Kazda osoba, ktera pfichdzi do styku se sluzbou mé& moznost si na tuto sluzbu ¢i
pracovniky Centra stézovat. Stiznost 1ze podévat anonymné a nema vliv na prubéh poskytovani
sluzby.

Jak si stéZovat:
o Ustné — osobné v poradné nebo pii terénni praci ptimo pracovnikovi Centra
e Pisemné¢ — osobn¢ v poradné nebo pii terénni praci, dopisem, e-mailem — kterémukoliv
pracovnikovi Centra, vedoucimu Centra, vedoucimu odboru Center nebo fediteli Spravy
uprchlickych zafizeni) — adresy jsou uvedeny na posledni strance téchto pravidel.
e Anonymné — v ustni podobé¢ nebo pisemné do schranky divéry v prostorach CPIC.
e Prostfednictvim tfeti osoby — jakakoli osoba, zdkonny zastupce atd.

Lhiity Setfeni stiznosti
e podani, které neni potieba proSetfovat na misté nebo na zakladé dalsich podklad musi
byt vyfizeno do 15 dnt ode dne, kdy bylo pfijato;
e podani stiznosti, které je nutno prosSetfit na misté, musi byt vyiizeno do 30 dnii (na
zékladé pozadavku vedouciho odboru CPIC muze byt lhiita prodlouzena o dalSich 30
dnii — o tom budete v pfipad¢ podani stiznosti pisemné informovani).

ReSeni stiznosti
e pokud jste poskytl adresu, bude Vam vyftizeni stiznosti doruceno pisemné na Vami
uvedenou adresu;
e v piipadé¢ anonymniho podani stiznosti zajisti vedouci centra vyvéSeni zpravy na
viditelném misté piimo v CPIC po dobu 15 dnti od proSetieni a na webovych strankach.

Kdo podani stiZznosti vyrizuje?

e pokud si stéZzujete na zaméstnance konkrétniho Centra, fesi stiznost vedouci odboru
Center na podporu integrace cizinci;

e v piipad¢, Ze se jedna o opakované podani stiznosti, tykajici se stejné zalezitosti nebo
pokud si stézujete na ¢innost vedouciho odboru Center, vyfizuje stiznost feditel Spravy
uprchlickych zatizeni;

e v piipadé, ze se podani stiznosti tyka Cinnosti feditele Spravy uprchlickych zatizeni, je
postoupeno k vytizeni oddé€leni kancelafe ministra vnitra;

e se stiznosti se mlzete rovnéZ obratit na organizace zabyvajici se ochranou lidskych
prav: napi. Human Rights Watch, Amnesty International a dalsi, nebo na Vetejného
ochrance prav.
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Kromé stiznosti 1ze rovnéz stejnym zpiisobem podat podnéty ¢i pripominky k fungovani
organizace nebo ¢innosti Centra.

Provozni doba Centra:

Odborné socialni poradenstvi ambulantni: pondé€li a stteda 12:00 — 18:00,
¢tvrtek a patek 8:00 — 12:00

Odborné socialni poradenstvi v terénu: stfeda 9:00 — 11:00 a dalsi dle domluvy,

Kontakt:

Centrum na podporu integrace cizincti —
www.integracnicentra.cz

WWW.SUZ.CZ

DalSi dulezité adresy a kontakty:

Sprava uprchlickych zatizeni MV

PhDr. Jifi Vesecky, Ph.D.

vedouci odboru center na podporu integrace cizinci
Lhotecka 7

143 01 Praha 12

Tel: +420 974 827 118

Email: jvesecky@suz.cz

www.integracnicentra.cz

Sprava uprchlickych zatizeni MV
Mgr. et Mgr. Pavel Bacik

Feditel

Lhotecka 7

143 01 Praha 12

Tel: +420 974 827 118

Email: podatelna@suz.cz
WWW.SUZ.CZ

Amnesty International
Gorazdova 10

120 00 Praha 2

Tel: +420 607 023 305

Email: mark.martin@amnesty.cz
Www.amnesty.cz

Verejna ochrankyné prav

Udolni 39

602 00 Brno

Telefonicka informacni linka: (+420) 542 542 888
Email: podatelna@ochrance.cz

www.ochrance.cz
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Social service rules:
Professional social counseling:

The mission of professional social counselling is to help and support foreigners who are facing
difficulties to orient in environment and systems of Czech Republic.

Service is meant for:
e Foreigners legally residing in the Czech Republic based on the Law on Residence of
Foreigners
e Persons granted international protection - asylum seekers and beneficiaries of subsidiary
protection).
e People who do not belong to above mentioned groups but who have proven similar
integration needs as the above-mentioned groups.

Professional social counselling will help you:

e to orient in your situation regarding the residency problematic, your rights and your
responsibilities

e to orient in legal, social, educational and health systems of Czech Republic and increase
your legal awareness

e to choose suitable school

e to look for suitable Czech language lesson

¢ to fill the documents needed for state offices etc.

« to orient better in Czech environment — laws, habits and rules

Within the terrain programs, the Centre’s staff will help you :
¢ in your natural environment (close to your home, at work, at school)
e at meetings with authorities, other institutions, at the doctor, at school ...

Centre’s work Principles:

* free of charge

All services of the Centre are provided free of charge.

* individual approach

The worker always has an individual approach to the user. The service is always provided taking
into account the specific situation and the needs of the user.

* cooperation

The user is a collaborative partner, and the worker always moves in a way that the partnership
relationship can be maximized to address the joint goals. The user is perceived as an expert on
his / her life situation. A social worker respects client’s decision. Client is always told about the
possible consequences of his/her decision (the role of a social worker in the counselling
process).

* equality and respect

Service staff treats all users with respect and does not engage in any action that would
discriminate against the target group on the basis of gender, religion, race, colour, nationality
or ethnic origin.

* discretion

The user of the service has the right to remain anonymous, his or her privacy is respected and
we protect personal data. All documentation containing user’s personal data must be maintained
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with the consent of the user who has the right to view it, the institution obtains only data that
are deemed as necessary to provide professional and quality services.

* safety

The service can be used by anyone from the target group without limitation unless the behaviour
of the client restricts or endangers himselt/herself, other users, employees, or service
effectiveness.

* freedom

Social services are provided in the interests of the user and in the proper quality in way that
always respects human rights and fundamental freedoms. A worker approaches a user as a
person who is fully competent to manage their life.

The ways to start the cooperation:

You have the option to contact centre” social worker, for example per phone, email, via social
networks, Skype or in person. You may be contacted by a Centre’s employee during his/her
field trip or you may be contacted through a third person (another institution, friends and
acquaintances etc.).

1st contact with the service — you can expect:

e A brief interview with social worker to clarify what do you expect from the service,
what issue do you have or what you would like to change. Together with a social worker,
you determine what you want to achieve and how.

e In case you need an interpreter to talk with the Centre’s employee, it can be arranged
for free.

e If your requirements and expectations are in accordance with the activities of the centre
and within its capacities, we can make either written or oral agreement about the service
being provided. To be able to provide you with this service we need to collect some of
your personal information. In case you do not want to provide personal information, we
can also provide the service anonymously.

Your basic rights:

» the right to personal freedom and freedom of movement

« the right to privacy; the right to anonymity; the right to safety
» the right of equal access and protection against discrimination
* the right to freedom of opinion, belief and belonging

* the right to dignity

« the right to free choice and decision

» the right to refuse the service or terminate it at any point

» the right to complain

* The right to choose the available resources

» the right to receive the service in the agreed range and quality required
* the right to receive information related to the service provided

Service provisioning may be refused for the following reasons:
e The centre does not provide the social service that a you request.

e The Centre’s workers do not have sufficient capacity to provide the social
service that you request.

e You do not belong to the target group the service is intended for

e You are violating the security principle (see above)
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New agreement can be rejected in case the contract for the same service was terminated
by the provider in past 6 months as a result of obligations breach under the contract.

Obligations of the social service user arising from the contract

As a user of the service, you must respect the human dignity of other users and clients
of the Centre and the provider's staff, respect the human rights and fundamental freedoms of all
people involved in the social service delivery process.

Complaint:

Any person who comes into contact with the service has the opportunity to complain
about this service or about staff of the Centre. A complaint may be filed anonymously and does
not affect the course of the service provisioning..

How to complain:

* Orally - personally in the centre or to a centre employee on his/her field trip

 Written - personally in a centre or to centre employee on his/her field trip, by letter, e-mail -
to any Centre employee, Leader of the Centre, Head of the Centre Department or Director of
the Refugee Facility Administration) - the addresses are listed on the last page of these rules.

* Anonymously - in a verbal form directly to a centre employee or written in the trust box in
the CPIF premises.

* Through a third person - any person, legal representative etc.

Time limits for the investigation of the complaint

* submissions that do not need to be investigated on the spot or on the basis of other documents
must be handled within 15 days of the date of receipt;

» Complaints which need to be investigated on the spot must be resolved within 30 days (at the
request of the Head of the CPIC, the time limit may be extended by a further 30 days - you will
be informed in case the complaint is place in written form).

Solving the complaint

« if you provided an address, your complaint resolution will be delivered to you in written form
to the address you provided,

* In the case of anonymous complaint submission, the leader of the Centre will post the
resolution on a visible place directly in the CPIF for 15 days after the investigation and post it
also on the website.

Who handles the complaint?

e If you complain to employees of a particular Centre, the complaint is being solved by
Head of the department of Centres for Supporting the Integration of Foreigners;

e If the complaint is repeatedly related to the same matter or if you complain about the
Head of the Centre’s department actions, the Director of the Refugee Facility
Administration handles the complaint;

e If the complaint relates to the activities of the Director of the Refugee Facility
Administration, it is referred to the Office of the Minister of the Interior.

e You can also reach organizations specializing on human rights protection with your

complaints: NGOs such as Human Rights Watch, Amnesty International and others, or
the Public Defender of Rights.

In addition to complaints, you can also provide by the same means suggestions or comments
regarding Centre’s organization or activities.
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Centre opening hours:

Ambulant professional social counselling: Monday and Wednesday 12:00 — 19:00,
Thursday and Friday 8:00 — 12:00

Professional social counselling terrain programs: Wednesday 9:00 - 11:00 and others by
appointment

Contact:

Centre for promote the integration of foreigners —
www.integracnicentra.cz

WWW.SUZ.CZ

Other important addresses and contacts:

Administration of Refugee Facilities of the Ministry of the Interior
PhDr. Jiri Vesecky, Ph.D.

Head of the Center for promote the Integration of Foreigners
Lhotecka 7

143 01 Praha 12

Tel: +420 974 827 118

Email: jvesecky@suz.cz

www.integracnicentra.cz

Administration of Refugee Facilities of the Ministry of the Interior
Mgr. et Mgr. Pavel Bacik

director

Lhotecka 7

143 01 Praha 12

Tel: +420 974 827 118

Email: podatelna@suz.cz

WWW.SUZ.CZ

Amnesty International
Gorazdova 10

120 00 Praha 2

Tel: +420 607 023 305

Email: mark.martin@amnesty.cz
www.amnesty.cz

Public Defender of Rights
Udolni 39

602 00 Brno

telephone : (+420) 542 542 888
Email: podatelna@ochrance.cz
www.ochrance.cz

Centra na podporu
integrace cizinct




MpaBuna npeagocTaBneHUA coumnanbHbIX YCNyr:
MpodreccuoHanbHoe coumnanbHoOe KOHCYNbTUPOBaHMe.

Mwuccums npodreccrnoHanbHOM colnanbHOM KOHCYNbTaL MU 3aknioyaeTca B Nogaepke
WHOCTpaHLEB, UCMbITbIBAKOLLNX TPYAHOCTU B MHTErpaLnm Ha Tepputopmn Yeluckom
Pecny6nukn.

Ons Koro npegHasHaveHbl ycnyrn?
- MHOCTpaHUbl, 3aKOHHO npo)KMBalowme B Yewckolr Pecnybnuke B TeyeHue

ANNTENbHOTO BpeMEHM Ha OCHOBAHMM 3aKOHa O NPOXKMBAHMM MHOCTPAHLEB.

- Obnagatenu mexayHapoaHOM 3alumnTbl - yoexuule, 4ONO/NHUTENbHAA 3aLUKTa.

- Jlnua, KoTopble He NPUHAANEXKAT K BblLLEeYKa3aHHbIM rpynnam 1 UMELOT ABHO TaKue Ke
NoTpebHOCTN B UHTErpaLMun, KaK U BbllLenepevymncaeHHble rpynnbi.

MpodeccnoHanbHOe coumnanbHOe KOHCyNbTupoBaHMe Bam o6ecneunt:

- OPVEHTUPOBATLCS B CBOEW CUTyaLMKN C TOYKM 3PEHNS NPOXMBAHUS, NpaB 1 06s3aHHOCTEN
nT. O

= OpPUEHTUPOBATLCA B NPABOBOW, COLMaNbHON, 06pa3oBaTesibHON UM MEAULMHCKON
cuctemon Yewckon Pecnybnukn, noBbICUTb NPaBOCO3HAHME

= npu BbIbOpe NnoaxoasLLen LWKonMbl

= B Nouckax NogxoAsLLero Kypca YeLcKoro a3bika

= npu 3anosiHeHnn opMynapoB ANd yYpexaeHu n T. 4.

= nyywas opyeHTauunsa B YELICKOW cpede - 3aKOHbl, 00bl4aun 1 npasuna

B pamkax npoceccrmoHanbHbIX Bble3gHbIX KOHCYNbTauum coTpyaHuku LleHTpa moryt
NoMoYb BaM:

- B Ballen ecTeCTBEHHOM cpefe (aoma, Ha paboTe, B LUKOE)

- MPW NeperoBopax ¢ YYPEXAeHUsIMU, C OPYTUMU YUPEXAEHUSMU, Y Bpaya, B LUKOME. ..

B pamkax «Bble3gHOM NporpamMmmbi» COTPYAHUKM LeHTpa Bam nomoryrT:

= pewuTb BOMPOCHI B BalleM Aome, Ha paboTe, B LUKOMe U T.4.

= B Neperosopax C opraHamu BriacTu, yupexageHusmMu, Bpadyamu, y4ntensamm v T.4.
= COPWMEHTMPOBATbLCS B YELLCKOWN cpefe - B 3akoHax, obblyasnx, npasunax

- B OTCTauBaHMM BaLLUX NpaB U UHTEPECOB

MpuHUMnbI paboTbl LleHTpa:

- BECINATHO:
BCe ycrnyru npefocTtosnstoTcs 6ecnnartHo

- WHguBuayanbHbIA nogxon;
CoTpyaHuk LeHTpa Bcerga obecneunBaeT MHANBMAYANbHbIN NOOXOA K KXXAO0MY KIUEHTY U
K KaXKOOW KOHKPETHOM CuTyauuu.

- CoTtpygHuyecTBO: KnneHT siBNsieTcsl NapTHEPOM B COTPYAHMYECTBE C paboTHMKaMm
LleHTpa, n counanbHbIn paboTHUK MakCUManbHO CTapaeTca NogaepXaTb NapTHeEpPCKMe
OTHOLLEHUA B peLleHnn NoCTaBreHHbIX 3a4ady. KnveHT Bceraa BoCnpuHUMaeTcs, Kak
3KCNepT B CBOEW XU3HEHHOW Cuyaunn, 1, No 3TON NPUYMHE coumarnbHblIn paboTHUK
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yBaxKaeT Kaxaoe NpuHAToe MM pelleHue. O,EI,HaKO, KINMMEeHTbl BCerga penynpexneHbl o
nocnencTtBnAX NPUHATbLIX MU peLueHvu7|.

- BecnpuctpacTtHocTb U yBaxkeHue: CoTpyaHuKM LieHTpa oTHOCATCS KO BCEM KIMEHTaM C
yBa)X€HWeM W1 He [OMyCKaloT CUTyaLuii, KOTopble Obl MOrMM NPUBECTU K AUCKPUMUHALNM
Mo MONoBOMY MPU3HaKY, PENTUIMO3HbIM B3rfsiAaM, No LBETY KOXW, pacoBOM U
HaLMWoHanbHOM NPUHAANEXHOCTM UMK MO 3THUYECKOMY NMPOUCXOXKAEHUIO.

- KoHdmpaeHUunanbHOCTb:
KnueHTbl MeoT NpaBo Ha aHOHUMHOCTb, Ha KOH(PUHAELNANbHOCTb U 3alUTy UX JINYHOM
nHpopmaumu. Nrobasa gokymeHTaums, cogepxallas IMYHble aHHbIe KNMeHTa, BeaeTcs
nUWb ¢ ero cornacus. KnneHt nmeeT npaBo npocmaTtpuBaTh 4OKyMeHTauuto, LieHTp
3anpalumBaeT Nvwb [aHHble, HeOOX0AMMbIE AN1S NPeAOCTaBNEHNA Ka4eCTBEHHbIX YCIyT.

- Be3onacHoCTb:
Ycnyramu LleHTpa MoryT BOCNonb30BaTbCs BCe 63 UCKIIYEHMS (OTHOCALLMECS K
LueneBov ayantopuu, ¢ KOTopbiMu pabotaeT LieHTp), ecnv cBonm noBegeHnem u
MOCTYMNKaMu He HAHOCAT BPeA W1 He YrpoXxatT camu cebe, ocTanbHbIM KITMEHTaMm,
coTpygHukam LleHTpa 1 He meLatoT apPEKTMBHOCTM X paboThbl.

- CBobopa:
CoumanbHble cnyx0bl NPeaoCTaBnATCA B MHTEpecax KNnMeHTa U ¢ COXpaHeHUsAM BCEX
npae Yenoseka n cesoboabl Bonu. CoumanbHbin paboTHUK OTHOCUTCS K K&XXAOMY KIUEHTY,
KaK K YenoBeKy, KOTOpbI MOSTHOCTbIO pacnopsiXaeTcs cBoen cyabboM.

- Havano cotpyaHuyecTBa:
Bam npepocTtaBnsieTcs BO3MOXHOCTb CaMUM CBA3aTbCH C COTPYAHUKOM LleHTpa,
NMO3BOHMB €MY UMW Hanucas nmenn, Nnbo NpunTn nuyHo. Takke, CoTpyaHuk LieHTpa cam
MOXeT cBA3aTbCs ¢ Bamu B pamkax ero nnaHoBoun paboTbl, unv Bbl MoxeTe NonyynTb
nHdopmaumio o LleHTpe OT TpeTbero nuua (gpyrux ydpexneHumn, 3HakomMbIX 1 T.4.)

Yro Bac xaeT npu noceweHun LleHtpa:

- KopoTkoe MHTEpPBbIO C coumarnbHbiM paboTHUKOM, rae Bbl 06bACHUTE, YTO Bbl OXXMOAETe OT
cnyx06bl, Kakas y Bac npobnema unm yero Bbl xoTuTe 4OCTUYD.

- Ecnun Bam notpebyeTtca nepeBoguuk, LileHTp MmoxeT Bam ero 6ecnnatHo obecneynTs.

- Ecnu Baww TpeboBaHMsa COOTBETCTBYIOT AEATENbHOCTU LIEHTPa, Bbl MOXeTe 3aknioumTb
YCTHYO U MMCbMEHHYIO OroBOPEHHOCTbL O NpPeAoCTaBNeHuUn YCNyr; AN 3aKnoyeHne
Aorosopa noHagobuTcsa onpefeneHHas nMyHas MHopmauus, ogHaKo, eCcrnm No Kakom-To
NPUYUHE Bbl HE 3aX0TUTE €€ NPeaoCTaBNATb, YCryrn MoryT ObiTb NpeaoCTaBeHbI
aHOHUMHO.

Bawun ocHoBHbIe npaBa:

= NpaBo Ha NN4YHy0 cBoboay 1 ceoboay nepenBMKeHUs

= npaBOo Ha HEMPUKOCHOBEHHOCTb YaCTHOM KU3HW; NPaBO HA aHOHMMHOCTbL; NPaBo Ha
©e3onacHocTb

= MpaBo Ha paBHOe obpalleHre 1 3aWwmTy OT OUCKPUMUHALUK

= npaBo Ha cBobony ybexaeHun, penurm n HaumMoHanbHOCTH

= MpaBo Ha yBaXuTeNbHOE OTHOLWEHNe

= MpaBo Ha camoornpenerneHne 1 NYHbIA BblIGop

= MpaBo OTKa3aTbCs OT yCryru

- MpaBo XanoBaTbCH

- [MpaBo BbIGpaTb OOCTYNHbIA pecypc

~ npaBoO Ha NpeaocTaBreHne ycnyr B cornacoBaHHoOM obbeme 1 Tpebyemoro kayecTsa
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= npaso Ha MHdopMaLMIO

Korga Bam MoxeT ObITb OTKa3aHo B npeaoctaBiieHUA ycnyr?
- B Crny4dae ecCrin UeHTp He npenocTtasndeT 3anpallmBaemMyro yeryry

- B cnyvae, ecnv 4ynMcno KNnMeHToB ObIf1o MakCcMMarnbHO MNPEBLILEHO B 3TOT KOHKPETHbIN
JeHb
= Ecnu Bbl He NpuHagnexuTe K ueneson ayautopun, npegoctasnseMmon ycnyru LieHTpom.

- Ecnu Bbl HapywaeTe npuHumn 6e3onacHocTh (CM. Boiwe).

Bam moxeT ObITb OTKa3aHO B OKa3aHue YCnyr, eCrnm co cTopoHbl LleHTpa ¢ Bamu 6bin
pacToprHyT fgorosop, No 3ToMy B TeyeHUn 6 mecsiueB Bbl He MoXeTe Nonb3oBaTbCA
ycnyramu LleHTpa 3a HapyweHus 06s3aTenbCTB NO A0roBOpY.

O6s3aHHOCTM NoNb30oBaTenen counanbHbIX YCIyr B COOTBETCTBUU C JOTOBOPOM
Ecnu Bbl siBnsieTecb knuneHTom LleHTpa, Bbl 06513yeTech yBaxaTb ApYrMX KIMEHTOB U
coTpyaHuKkoB LleHTpa, cobntogaTh npaBa YenoBeka BCEX ML, BXOASLLNX B NpoLecc
npenocTaBreHns coumanbHbIX YCIyr.

Bo3MoXHOCTb noAgayun Xanoobil:

Kaxgbii YenoBek, KOTOpPbIV NoMnb3yeTcs counanbHbiMu cnyxbamm LleHTpa, nmeeT npaso
noxanosaTb Ha ob6cnyxmnBaHne unu Ha cotTpyaHuka LleHtpa. XKanob6a moxeT ObiTb NogaHa
AHOHMMHO 1 He BNUSIET HA X0 OKa3aHUs yCIyr.

Kak nopaTb xanoby:
= YCTHO - NINYHO NPW KOHCYNbTUPOBAHUMW.

= [MMCbMEHHO - NIMYHO NMpPU KOHCYNbTUPOBAHMUM UIK Xanoba MoxeT ObITb OTNpaBneHa
nnucbMoM, 3-mannom. XXanoba moxeT GbITb agpecoBaHa NOOMY COTPYOHUKY LiEeHTpa uimn
pykosoguTento LieHtpa. Tak xe xanoba moxeT 6blTb OTNpaBrneHa QupeKTopy
HenaptameHTa no genam 6exeHueB. Bce agpeca ykaszaHbl Ha NnocneaHen cTpaHuue
Mpasun.

= AHOHUMHO - B YCTHOW U MMCbMEHHOW hopMe B ALWMK SOBEpUSA B NomMeLleHnax LieHTpa.
= Yepes TpeTbe Nuuo - Yepes nboe nuuo, 3aKOHHOro NpeacTaBuTens u T.4.

Cpoku paccMoOTpeHUs XKanobbl.

- 3asBreHnsl, KOTOPbIE He HYXXOAaloTCsa B MPOBEPKE UMK AoKasaTenbCTBaXx, AOMKHbI OblTh
yperynvpoBaHbl B TedeHve 15 gHell ¢ MOMeHTa nodauu 3asiBreHus.

- 3asBMeHus HyxgaloLwmnecs B NpoBepke AOMKHbI ObiTb yperynupoBaHbl 4o 30 gHeN.

PeweHune xanob.

- B Cryvae ecnu Bbl ykasanu ceon agpec, Bam OygeTt BbicrnaHo pelleHne B MMCbMEHHON
dopme Ha BaLl agpec.

= B CNny4ae aHOHWMHOW anobbl, pyKOBOAUTESb LIEeHTpa pa3mMeCcTUT peLleHne xanobbl Ha
Jocke obbsiBneHun B CPIC B TeueHme 15 aHen, a Tak e Ha Beb-canTe.

Kto paccmatpuBaeT xanoby?

- €eCcnu Bbl XarnyeTecb Ha coTpyaHuka LieHTpa, anoby paccmaTpuBaeT pykoBoauTenb
LieHTpa no Bonpocam MHTerpaLmm MHOCTPaHLEB.

- ecnuv 3To NoBTOpHas xanoba no ToMy e BONpPOCy, UNu Bbl KanyeTecb Ha PyKOBOAUTENS
LleHTpa, >anoby paccmaTprBaeT AMPEKTOP aAMUHUCTPALMK Mo Aenam 6exxeHLeB.
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- ecnu xanoba kacaeTcs gupeKkTopa agMMHUCTpaUun no genam 6exeHues, xanoba
nepegaeTcsi MUHUCTPY BHYTPEHHMX Aern.

- Tak ke Bbl MmoxeTe nogaTtb xanoby B opraHu3aLumu, 3aHMMaroLwmecs 3almMTon npas
yenoseka: Hanpumep, Human Rights Watch, Amnesty International n T.4.

Pa6oyee Bpems:

CouunanbHble cnyX6bl MNHwu CP: 12:00 — 19:00

UT n MT: 8:00 - 12:00
NMpodreccnoHanbHbIe KOHCYNbTauuu
no Bble3gHble nporpamme Cpega 9:00 - 11:00 n gpyrve no 4OroBOPEHHOCTHU

KOHTAKTbI:

Centrum na podporu integrace cizincti —
www.integracnicentra.cz

WWW.SUZ.CZ

Ba:kHblie aJipeca H KOHTAKTbI:

Sprava uprchlickych zarizeni MV

PhDr. Jiti Vesecky, Ph.D.

vedouci odboru center na podporu integrace cizinci
Lhotecka 7

143 01 Praha 12

Tel: +420 974 827 118

Email: jvesecky@suz.cz

www.integracnicentra.cz

Sprava uprchlickych zarizeni MV
Mgr. et Mgr. Pavel Bacik

reditel

Lhotecka 7

143 01 Praha 12

Tel: +420 974 827 118

Email: podatelna@suz.cz
WWW.SUZ.CZ

Amnesty International
Gorazdova 10

120 00 Praha 2

Tel: +420 607 023 305

Email: mark.martin@amnesty.cz
www.amnesty.cz

Vefejna ochrankyné prav

Udolni 39

602 00 Brno

Telefonicka informacni linka: (+420) 542 542 888
Email: podatelna@ochrance.cz

www.ochrance.cz

Centra na podporu
integrace cizinct




Quy tiic cung cap dich vu ciia trung tim:
Tw van chuyén nghiép

Nhiém vu tw van xa hdi chuyén nghiép 1a giap d& va hd tro nguoi nude ngoai kho dinh hudng
trong moi truong va hé thong Séc.
Dich vu gianh cho ai:
e Nhing ngudi ¢6 cu tra lau dai hop phap & CH Séc duya trén luat phap vé van dé cu tra
nguoi nudc ngoai
e Nhimg ngudi duoc cip su bao vé qudc té
¢ Nhimg nguoi khong thude vé nhém nao dé cap & trén ma cé nhu cau hoi nhap giéng
nhu nhom duoc dé cap ¢ trén

Tw van chuyén mén sé gitip ban:
e hiéu hon tinh trang cua ban theo vén dé cu tra, quyén loi va trach nhiém cua ban, vv.
e hiéu thém vé hé thong luat phap, xi hoi, gido duc va y té
e lya chon truong hoc hop ly
e tim khoa hoc tiéng Séc hop Iy
e dién dang nhimng gidy to va don cho cac uy ban
e 6 thong tin vé mbi trudong Séc — ludt phap, truyén théng va quy tic

Trong chwong trinh dia thé cAc nhén vién ciia trung tim sé& giap ban:
e trong moi trudng cua ban (& noi &, & chd 1am, & trudng)
e trén uy ban va nhitng noi khéac, kham bac si, ¢ truong
e dinh huéng dugc d& hon trong méi trudng Séc — luat phép, théi quen, nguyén tic
e Ung dung nhitng quyén loi ctia ban

Quy tiic ciia trung tim:

o Khong mit tién;
Tét ca cac dich vu ctia trung tdm déu 1a mién phi.

e Phwong phap gidi quyét doc dso;
Nhan vién trung tim ludn ludn giai quyét moi van dé bang mot cach riéng biét tuy theo
tinh hinh ctia nguoi s dung dich vu.

e Su hgp tac;
Ngudi dung dich vu 1a mot ddng nghiép va nhan vién Trung Tam sé& tién hanh theo mot
cach dé tao ra mot mdi lién hé t6t nhat trong qua trinh giai quyét van dé. Nguoi ding
duoc coi 1a nha chuyén mén vé hoan canh ctia minh. Nhan vién xa hot s€ ton trong quyét
dinh cua nguoi dung. Nguoi dung luén duoc biét vé nhitng hau qua c6 thé cua nhimg
quyét dinh cia minh (nhiém vu ctia nhan vién xa hoi trong qua trinh tu van).

e Suw binh ding va sy ton trong;
Céc nhan vién Trung Tam tiép xtic v6i moi nguoi dung mot cach ton trong va s& khong
c6 mot hanh dong nao ma phan biét vé gidi tinh, ton gido, chung toc, quéc tich, mau da
hodc sic tdc.

e Su té nhi;
Ngudi dung dich vu c6 quyén khong dwa ra tén cta minh, sy riéng tu ctia ho s& duoc
ton trong va Trung TAm s& bao vé nhing thong tin ca nhan. Sy dan tai liéu ma c6 thong
tin c4 nhan cua nguoi ding phai duoc nguoi d6 dong ¥ va ngudi dung c¢6 quyén kiém
tra nhiing tai liéu ndy. Trung Tam chi doi hoi nhing théng tin ma can thiét nhat dé cung
cép dugc dich vu theo mdt cach chuyén nghi¢p va chét luong.
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e Sw an toan;
Bét ctr ai tr nhom muc tiéu cta Trung Tam déu co thé st dung dich vu néu nhu hanh
dong cuia ho khong 1am han ché hoic gay nguy hiém cho chinh minh, nhitng ngudi ding
khéc, cac nhan vién Trung Tam hodc sy hi¢u qua cua dich vu.

e Su twdo;
Cac dich vu xa hoi dugc cung cép v&i mot chat lugng thich hop va theo mot cach ma
dé 1udn ludn giit gin nhitng quyén loi va sy tu do co ban cia con ngudi. Nhin vién
Trung Tam dbi xir voi nguoi ding nhu véi mot ngudi co ddy du kha ning dé diéu khién
cudc sdng ctia minh.

Nhitng cach bit diu hop tac:

Ban c6 thé tu lién lac v&i nhan vién cia Trung Tam qua dién thoai, e-mail hoac dén gap
tan noi. Co thé 1a nhan vién cua Trung Tam sé& lién lac véi ban trong qua vong truong chinh dia
thé hodc ai 6 cho ban biét vé Trung TAm (co quan nao d6 hodc ngudi quen).

Lén diu tién lién hé véi trung tim — nhirng gi sé doi ban:

e Mot cudce ndi chuyén ngén v61 nhan vién xa hdi. Ban s€ cho ngudi nhan vién biét 1a ban
cho doi gi tir dich vy, van dé ctia ban 1a gi hodc la diéu gi ban mubn thay ddi. Cung nhau
chung ta s€ dat ra mot muc ti€u va cach dé dat duge much tiéu do.

e Néu nhu ban can ngudi phién dich thi Trung Tam sé& cung cép cho mién phi.

e Néu nhimg dich vu ctia Trung Tam hop ly cho nhimg yéu cau va su cho doi cua ban thi
chung ta s€ cung ky hop dong vé su cung cap nhirng dich vu xa hoi; nhung néu nhu ban
khong muén thi chung t6i co thé cung cap dich vu mot cac 4n danh.

Nhitng quyén co ban ciia ban:
° quyén ¢o su tu do ca nhan va duoc tu do di lai
quyén duoc bao vé su riéng tu; quyén duoc du tén minh; quyén duoc an toan
quyen duoc tiép xtic mot cach binh dang va khong phan biét
quyen duoc c6 ¥ kién, ton gido riéng ciia minh
quyén duoc tiép xuc bang mot cach ximg dang
quyén duoc tu lua chon va quyét dinh
quyén tir chéi dich vy
quyen duoc phan nan
quyen dugc két thuc dich vu ban da chon Vao bét cu: khi nao
quyen duoc lua chon tir moi ngudn cung cip c6 sin
quyen dugc cung cip cac dich vy dung theo nhu da dugc dam phan
quyén c6 du thong tin vé dich vu ban di chon
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Ban c6 thé bi tir chdi vi:
e Trung tam khong co loai dich vu ma ban can
e Nhan vién cta dich vu khong cé du kha niang dé hoan thanh yéu cau cua ban
e Ban khong roi vao nhom muc tiéu (nhitng nguoi tir ngoai EU)
e Néu ban khong lam theo quy tic an toan (hdy xem trén)

Trung tAm ciing cé thé tir chdi ky hop dong cung cip dich vu xa hdi véi ban vi trong 6
thang vira roi trung tim da ket thic hgp dong vdi ban vi ban da khong hoan thanh trach
nhiém cia minh nhw trong hop dong.

Trach nhiém cta nguwoi sir dung dich vu xa hgi:
Ban c6 trach nhiém ton trong nguoi khac, ton trong nhitng quyén tu do co ban cua tat
ca nhiing ngudi trong qua trinh cung cap dich vu xa hoi va trung tam.

Phan nan:

Nhitng nguoi str dung dich vu cia trung tim c6 quyén phan nan vé dich vu hodc nhan
vién cua trung tim. Ban c6 thé phan nan v6 danh va no s& khong anh huéng gi dén qua trinh
cung cap dich vu.

Nhirng cach phan nan:
e Noi thang v6i nhan vién ¢ trung tdm hodc trong vong truong chinh dia thé
. Vlet — dua, nhin qua e-mail hodc viét thu cho nhan vién cua trung tam, sép trung tam,
sép bo trung tim hodc giam ddc quan 1y nhitng co so ti nan — cac dia chi c¢6 ¢ trang cudi
cung cua nhing quy dinh nay.
e Tha thu vao hom tin tudng ¢ trong toa nha cia trung tdm
e Qua ngudi thir ba — bit ki ngudi ndo d6, phu huynh,...

Thoi han diéu tra:
e Nhitng 10i phan nan ma khong can diéu tra thém phai dwoc giai quyét trong 15 ngay tir
ngay nhan duoc;
* Nhing loi phan nan can phai diéu tra thém phai dugc giai quyét trong 30 ngay (theo yéu
cau cua sép bd trung tim hoi nhap thi thoi han ¢é thé dai thém 30 ngay — vao trudng
hop nay ban trung tdm s€ thong bao cho ban).

Giai quyét khiéu nai:
e Néu ban c6 dé lai dia chi thi két qua s€ dugc gui dén dia chi cua ban;
e Trong trudng hop khiéu nai vo danh, sép trung tam sé treo thong bao & tai trung tam va
trén trang web trong vong 15 ngay.

Ai giai quyét nhirng khiéu nai?

e Néu ban phan nan vé nguoi 1am cua trung tdm thi sép bo trung tim hoi nhap s& giai
quyét khiéu nai cua ban;

e Trong truong hop phan nan nhiéu 1an vé mot viéc hodc phan nan vé sép bo trung tim
héi nhap thi giam ddc quan 1y nhimg co sé ti nan s& giai quyét khiéu nai ctia ban;

e Néuban phan nan vé giam dbe quan 1y nhitng co sé ti nan thi khiéu nai cua ban sé& dugc
dua 1én van phong bd trudong bd quan 1y ndi.

e Ban co thé dua khiéu nai ciia minh dén nhimng co so bao vé quyén cia ngudi — vi du:
Human Rights Watch, Amnesty International va nhiéu nira, hodc téi Vefejny ochrance
prav.
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Ngoai nhirng khiéu nai ban ciing c6 thé gép y bang nhirng cich & trén dé gitip trung tim hoat
dong tot hon.

Gid mé cira cia trung tam:

Tw vén: ) tht hai va tht tu 12:00 — 18:00, tht nam va tht siu 8:00 — 12:00
Trwong chinh dia the: thtr tu 9:00 — 11:00 va tuy theo thoa thuan
Lién hé¢:

Trung tam gitp hoi nhap nguodi nudc ngoai
www.integracnicentra.cz
WWW.SUZ.CZ

Nhiing dia chi va s6 dién thoai khac:

Quan ly nhirng co’ sé ti nan MV

PhDr. Jiri Vesecky, Ph.D.

Sép bd trung tadm hdi nhap ngudi nwéc ngoai
Lhotecka 7

143 01 Praha 12

Tel: +420 974 827 118

Email: jvesecky@suz.cz
www.integracnicentra.cz

Quan ly nhirng co sé¢ ti nan MV
Mgr. et Mgr. Pavel Bacik

Giam doc

Lhoteckd 7

143 01 Praha 12

Tel: +420 974 827 118

Email: podatelna@suz.cz
WWW.SUZ.CZ

Amnesty International
Gorazdova 10

120 00 Praha 2

Tel: +420 607 023 305

Email: mark.martin@amnesty.cz
www.amnesty.cz

Verejna ochrankyné prav

Udolni 39

602 00 Brno

Dién thoai thong tin: (+420) 542 542 888
Email: podatelna@ochrance.cz
www.ochrance.cz
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