.r | will embody the ordinary Bulgarians’ hope for fairness!“

Maya Manolova, Ombudsperson of the Republic of Bulgaria
OMBUDSPERSON OF THE

REPUBLIC OF BULGARIA

Presentation of the Annual Report
on the Activities of the Ombudsperson
of the Republic of Bulgaria in 2017




The Ombudsperson Institution

> Established in 2005, following the enactment by the National Assembly of the
Ombudsman Act

— An independent constitutional body elected for a five-year term of office

» Ombudspersons of the Republic of Bulgaria
— Mr Ginyo Ganeyv, 2005-2010
— Mr Konstantin Penchev, 2010-2015
— Ms Maya Manolova, since 20 October 2015
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Mission, Vision, Strategic Goals, Principles

Create conditions for a dignified life for all Bulgarian
citizens, protect their rights in a social and
institutional environment marked by respect and
deference to them

Responsible Bulgarian institutions, which enjoy the

highest reputation for integrity and which work for

the benefit of Bulgarian citizens, recognising their
right to good administration

» Commitment
> Integrity

» Objectivity
> Respect

» Transparency

» Empower Bulgarian citizens to fully exercise their
rights
» Adherence by the Bulgarian administration to the
Strategic Goals highest standards of conduct
» Active civilian oversight of all authorities
> Facilitate confidence-building between the
citizens and the administration

OMBYJICMAH
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Priorities in 2017

1. Safeguarding children's rights
2. Protection of citizens’ rights from any malpractices carried out by monopolies

3. Protection of the rights of citizens at risk of social exclusion

~1
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2017

OMBYJICMAH
HA PEIIYB/IMKA BB/ITAPUA



The Year of Hard Work

2015 2016 2017
s
10,287 17,362 22,369
= =3
1,645 3,138 3,060
1,401

0 11 10

El KN KN

Citizens who sought the Ombudsperson’s assistance
(29.1%, 2017/2016)

Citizens received and counselled in the Reception Office of the
Ombudsperson institution (28.8%, 2017/2016)

Complaints and alerts filed with the Ombudsperson
(18.8%, 2017/2016)

Complaints filed by consumers of public utility services

Complaints related to violations of social rights
(25.3%, 2017/2016)

Complaints requesting protection in enforcement proceedings
(133%, 2017/2016)

Populated areas within the country where the Ombudsperson held
meetings with citizens / External Reception Rooms

Round tables and public debates

Legislative initiatives
Constitutional challenges lodged with the Constitutional Court

Requests for interpretation decisions

National campaigns and initiatives
European campaign



The Year in Numbers (3)

Number of complaints and alerts filed with the Ombudsperson
Institution over a period of nine years between 2009 and 2017

14,000 - 12,635

12,000 1 10,640
10,000 -
8,000 - 7,320
6,202
6,000 - 530 5331 5,010
3,687
4,000 1, 6gg
0 ' T T T T T T T T

2009 2010 2011 2012 2013 2014 2015 2016 2017

-
r
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Campaigns and Initiatives (1)

Banning arbitration courts from judging citizens

Campaigns against the malpractices carried out by suppliers of public utility services

Legislative changes aimed at protecting citizens’ rights in enforcement proceedings

Legislative changes aimed at protecting workers against their unscrupulous employers

The Ombudsperson for equitable agricultural land relations and against land-grabbing

“Our Child”, a campaign to protect children’s rights and promote the Ombudsperson
Institution’s activities amongst children

“Don't waste — donate”, a campaign to lift value added tax on donated food

“Easter for Everyone — Gift a Holiday to Grandma and Grandpa”, national charity
campaign organised under the auspices of the Ombudsperson

Campaign against the double standards on foodstuffs within the European Union

OMBYICMAH
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The Year in Numbers (1)

Number of complaints and alerts filed with the Ombudsperson in 2016 and 2017

No. of complaints
Growth

2016 2017 (2017/2016)

Breakdown by type of infringement

Children’s rights

The rights of the persons with disabilities
Discrimination

Safeguarding citizens’ rights in
enforcement proceedings

The right to education
The right to healthcare
Social rights

The right to good administrative support
The right to property

Requests for regulatory changes

Other infringements

Total

9
Source: Ombudsperson of the Republic of Bulgaria A PR ICMA] s



The Year in Numbers (2)

Complaints and alerts filed with the Ombudsperson in 2017 (%)

Other
21%

Consumer rights
24%

Children’s rights
3%
Right to healthcare
4%
Administrativ

assistance

59% Social rights

14%

NPM and fundamental
human rights and

freedoms
8% Right to property Enforcerr.ient
10% proceedings
11%

Complaints and alerts per month in 2017 (number)

May June July Aug Sep

1030 1463 /1171 | 921 | 1132 1054|1067 978 | 913 | 987 | 1019 900

)

Source: Ombudsperson of the Republic of Bulgaria OMBYICMAH 10
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The Year in Numbers (4)

Finalised complaints and alerts broken down by the infringers concerned in 2016 u 2017, numbers

5,000 - 4,750

4,500 - 3,938 2,016 12,017
4,000 -
3,500
3,000
2,500
2,000
1,500
1,000
500
0

Government bodies and Municipal bodies and Persons tasked with Other
their administrations their administrations providing public services

Source: Ombudsperson of the Republic of Bulgaria
Finalised complaints and alerts broken down by the infringers concerned in 2016 u 2017, %

Other
17%

—

Government
bodies and their
dministrations
31%

Persons tasked

with providing

public services
38%

Municipal

bodies and their

administrations o
14% ?

Source: Ombudsperson of the Republic of Bulgaria OMBYICMAH 11
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The Year in Numbers (5)

Number of citizens who sought assistance from the Ombudsperson in 2016 and 2017

. . . Number
Inquiries, number of citizens received and counselled

2016 2017
Finalised inquiries following correspondence with citizens 9,675 12,539
Citizens received and co_unstelled in the Reception Office of 5 583 6,682
the Ombudsperson Institution
Advice, counselling and information provided over the phone 10,403 11,819
Citizens received by the Ombudsperson 1,109 2,465
Citizens received by a Deputy Ombudsperson 267 1,124
Citizens received by the Chief of Staff N/A 156
Citizens received by the Secretary General N/A 123

Number of citizens received personally by the Ombudsperson in 2017

2,000 - 17 External Reception Rooms in 2017 —
1,624 : o ; g
L 500 - village of !—Iltrlno, city qf Kardzhali, city of
’ Yambol, city of Ruse, city of Lovech, town of
1,000 - 841 Isperich, village of Bratya Daskalovi, town of
Gurkovo, town of Galabovo, town of Kazanlak,
500 - town of Maglizh, town of Nikolaevo, village of
o Opan, town of Pavel Banya, town of Radnevo,
Citizens received at the Citizens received in External city of Stara Zagora and town of Chlrpanh
Ombudsperson Institution Reception Rooms P

) . 12
Source: Ombudsperson of the Republic of Bulgaria R -



The Year in Numbers (6)

Breakdown of complaints and alerts filed in 2016 and 2017 Results of inquiries into complaints and alerts in
by province, in numbers and percentage 2016 and 2017, numbers (1)
m 12,000 -
Number % Number % 10,069

243 228 311 2.46 10,000
354 3.33 438 3.47
569 5.35 665 5.26 w2016 m2017
261 2.45 323 2.56 8,000
112 1.05 111 0.88
279 2.62 350 2.77 6.000
180 1.69 166 131 !
[ Dobrich | 167 1.60 177 1.40
| Kardzhali | 53 0.50 83 0.66 4,000
272 2.55 260 2.06
lovech | ; ;

179 1.68 227 1.80 2,000
| Montana | 210 1.97 209 1.65
198 1.86 235 1.86
[ Pernik | 218 2.05 290 2.30 0
[Pleven  [NEPE 3.03 406 3.21 Admissible Inadmissible
[ Plovdiv =~ | 654 6.15 797 6.31
71 0.67 9% 0.76 . ... . .
O o ol T Results of inquiries into complaints and alerts in
[silistra_ | 0.62 67 0.53 2016 and 2017, numbers (2)
[ Sliven | 189 1.78 171 135
115 1.08 129 1.02 7,000 A 6.134
250 2.65 282 2.23 6.000 - ’
3,521 33.09 3,718 29.43 ’ 5,176
307 2.86 414 3.28 5,000 m2016  W2017
90 0.85 121 0.96
| Haskovo | 179 1.68 217 1.72 4,000
[ Shumen | 126 1.18 161 1.27 3,000
139 131 172 136
[Unknown  [EEEEEWCEY; 9.75 1,766 13.97 2,000
10,640 100 12,635 100 1.000
1 ’

0
Recommendation Opinion Advice given Intermediation
I L I

Source: Ombudsperson of the Republic of Bulgaria ousynewar 1 3
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CHAPTER ONE.

The Ombudsperson Safeguarding Citizens’ Rights

Reception Office of the Ombudsperson
Children’s rights

Consumer rights

Rights of the persons with disabilities

Social rights

The right to education

The right to healthcare

The right to property and economic freedom
The right to a clean and healthy environment
The right to good governance and good
administration

The right to protection in enforcement
proceedings

The right to protection against discrimination
and hate speech

National Preventive Mechanism




1. Reception Office of the Ombudsperson

In 2017, public confidence in the Ombudsperson Institution continued growing owing to its proactivity
and the results achieved in safequarding citizens’ rights and interests. It should be noted that this
process is most discernible in the Reception Office of the Ombudsperson, where the daily number of
visits by citizens is approximately 25 to 30, while the number of phone calls received daily exceeds 50.

Number of citizens received in 2017 > 17 External Reception Rooms organised

Reception Day Citizens Received » 841 citizens received, heard, and counselled
Ombudsperson 2,465 » Visits to more than 80 cities, towns, and villages to
Deputy Ombudsperson 1,124 respond to outstanding problems faced by citizens
Chief of Staff 156 ) ) )
Secretary General 123 » Complaints and alerts filed with the Ombudsperson

Institution — 12,635 in 2017 (10,640 in 2016)
Visits and phone calls to the Reception Office

of the Ombudsperson, number and % Complaints and alerts filed in 2017, %
. Filed by mail Filed in
Year 2016 2017 Growth, % 36,26% person
7,41%
Visits 5,583 6,682 19,7% ’
Calls 10,403 11,819 13,6%

» Complaints and alerts received from foreign
citizens — 28

» 14 requests from citizens for provision of
information under the Access to Public
Information Act

lectronic
filing
46,33% *

* s

Source: Ombudsperson of the Republic of Bulgaria o prCEICA
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2. Children’s Rights (1)

Number of complaints concerning children’s Number of complaints concerning children’s rights
rights during the period 2015-2017 during the period 2015-2017 by type of infringement

450
400
350
300
250
200
150
100
50
0

>

180 - 165

H2015 mM2016 m2017

75
38 53 45

426

160
) 140 -
] 120 -

100 -
' 60 - 2 2
. 40 1 13 13 21
| 20 . 11 4

141 0 -
. Civil rights and Social and Family Children with  Children and the  Other, incl.
- freedoms economic environment disablities, incl. justice system healthcare
i protection and special SEN
protection

measures
2015 2016 2017
Source: Ombudsperson of the Republic of Bulgaria

The highest number of complaints related to:

— special protection — 165, incl. complaints concerning acts of protection bodies,
parental conflicts, protection from violence and alternative care;

— the rights of children with disabilities — 129, incl. complaints concerning the rights
of children with special educational needs (SEN);

— other complaints, incl. complaints concerning access to healthcare — 75.

In 80% of all cases, an infringement of the rights or of the best interest of the
child has been ascertained;

This was the first year that saw an increase in the number of complaints filed

by children with 20 such complaints filed in 2017. "'5'}16
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2. Children’s Rights (2)

> General observations:

— The best interest and the views of the child are not of paramount importance in the work of the
child protection authorities.

— Lack of individual attention and approach to the problems faced by citizens and children, application
of standard procedures without taking into account the specificity of each case.

— Poor case administration.

— Formal approach and lack of coordination between authorities.

— Learning environment not adapted to the needs of children with disabilities.
— Amendments to legislation resulting in bad practices.

— Slow judicial proceedings failing to take into account the best interest
of the child.

— Child-unfriendly juvenile justice system. i

‘ ?Z-i,: '
”’m" .

The Ombudsperson’s Recommendations:

— There is a need for policies aimed at supporting families and the family environments.

— Establish a specialised standing parliamentary committee on children affairs.

— Improve childcare and the environment for children with disabilities, create opportunities for long-term integration.

— Targeted policy aimed at supporting children whose parents are labour migrants.

— Improve childcare in residential service settings, with a focus on the quality of care and on the protection of children’s
rights.

— Introducing a holistic approach to working with child victims of violence.

— A change in the policy of the media as regards reporting on cases involving or related to children.

— Urgent changes to the Family Code related to issues of responsible parenting, fathering, owning, and adoption.

— Debate and adopt new legislation on children and families based on an integrated sectoral approach.

— Decentralisation of the social child protection system.

OMBYICMAH 1 7
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3. Consumer Rights (1)

» The number of citizens addressing themselves to the Ombudsperson seeking
protection of their consumer rights remains significant

Number of complaints filed by consumers > In 2017:

during the period 2015-2017 — 3,341 complaints finalised; in 335 cases
recommendations and suggestions were
given; 285 of those have been

3,500 3,138 3,060 implemented
3,000 - — Positions have been taken with respect
2,500 - to 2,076 complaints, advice was given in
regard to 526 of those, successful

2,000 - 1,645 intermediation was carried out in regard
1,500 - to 404 alerts
1,000 - » In the first place — complaints against

500 providers of electronic communications

services, followed by the considerable
0 = T T

number of complaints against the district
heating companies, the electricity supply
Source: Ombudsperson of the Republic of Bulgaria companies and the water supply and

sanitation operators

2015 2016 2017

4\

r
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3. Consumer Rights (2)

Number of complaints filed by consumers during the period 2015-2017 by sectors

_ 607 » Major problems:
Telephone services
o5 — mobile services — charges
District heating services - N 386 for unsolicited services

with value added; poor-
Electricity supply quality services;

Water supply and sanitation services — district heating services — provision of

and charges for unsolicited services;
frequent failures of the district heating
networks;

— electricity supply — poor-quality services;
making adjustments to electricity bills
with arrears; checks of power
consumption measuring devices in the
absence of customers;

Financial services/banks
Internet and TV
Transport services
Waste/garbage collection

Insurance services

— water supply and sanitation
(WAS) services — economically
unsubstantiated price
increases; poor-quality

12016  W2015 services; allocation of the

‘total consumption’ quantities

130 of water in co-ownership

— T —————  pyijldings.

0 100 200 300 400 500 600 700 800 900 1,000
Source: Ombudsperson of the Republic of Bulgaria 19

Postal services

Gas Supply m 2017

Other




3. Consumer Rights (3)

> Electronic Communication Services

Number of finalised inquiries into complaints and alerts
against mobile service providers during the period 2015-2017

400
351
350 -

300
m2015 m2016 m2017

250

200
150
100
50 The Ombudsperson’s Recommendations:
0 — Mobile internet usage must be activated solely upon
Mobiltel EAD BTC EAD Telenor Bulgaria Others receipt of the consumer's consent, which must be
(currently A1) (VIVACOM) EAD appropriately mentioned in the agreement for

. . ) electronic communication services.
Number of recommendations/suggestions/counselling

related to complaints against providers of electronic
communication services in 2017

— Ensure digital signal coverage in all settlements and
- recommendations and suggestions populated areas as well as increase the number of

digital programme channels.

— The debit amounts in prepaid calling cards should not
expire if unused over a certain period of time.

433 cases of counselling citizens

cases of intermediation carried out -
20

OMBYIICMAH
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3. Consumer Rights (4)

» District Heating

Number of complaints against district heating companies
and companies for share distribution of thermal energy
during the period 2015-2017

700 -
600 -
500 -
400 -
300 -
200 A
100 A

0 -

602

471

H 2016 12017

155 118

Bl 1

Companies for share
distribution of thermal energy

District heating companies

Source: Ombudsperson of the Republic of Bulgaria

» In 2017: 612 complaints were finalised;
opinions were given in regard to 366 of
those, advice was provided to 122
complainants, 15 recommendations
were made, and intermediation was
carried out in 15 cases.

Number of complaints filed against district heating
companies (DHCs) in 2017

379

DHC, city of Sofia

DHC, city of Pernik

DHC, city of Pleven

DHC, city of Ruse

DHC, city of Burgas

DHC, city of Gabrovo

EVN Bulgaria DHC, Plovdiv
Veolia Energy EAD, Varna
DHC, city of Vratsa

DHC, city of Razgrad
DHC, city of Sliven

The Ombudsperson’s Recommendations:
— Amend the Energy Act and the District Heating Regulation (DHR).
— Elaborate a fairer and clearer methodology under the DHR.

— Exercise effective control over district heating companies
regarding the implementation of their maintenance, repair, and
overhaul programs, as well as their investment programs.

— Create the conditions for competition in the production, supplies,
and sale of heat. L

OMBYICMAH
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3. Consumer Rights (5)

» Water Supply and Sanitation

488 complaints were received in 2017. Thus, the trend for an increase in the number of
citizen complaints against operators in the WAS sector is becoming consolidated.

Number of complaints and alerts filed against water and sanitation

(WAS) operators in 2016 and 2017 The Ombudsperson’s Recommendations:
300 - 274 — Quality and equal access to drinking water ought
250 + m2016 m2017 to be made a major priority in the water sector.
200 1 158 160

— Emergency measures ought to be established to
rehabilitate the WAS infrastructure in need of
urgent repairs and overhaul.

150 -
100 -
50 A

0 A

— Ensure approval of economically substantiated

Sofiyska Voda AD  WAS, city of WAS, city of Sofia  Other WAS prices of WAS services.

Varna operators — Regulation No. 4 of 14 September 2004 ought to

. . . . be reviewed and amended with a view to:
Number of recommendations/suggestions/counselling concerning

complaints against operators in the WAS sector in 2017 — Correct water metering and invoicing of the
‘total consumption’ quantities — allow co-
- recommendations and suggestions ownerships to make decisions regarding their
allocation to the individual accounts;
281 opinions issued — Charging fees for water consumption ex officio
cases of intermediation carried out on the basis of the number of occupants only
in cases where it is technically impossible to
37 cases of counselling citizens install individual water meters.

Source: Ombudsperson of the Republic of Bulgaria 22



3. Consumer Rights (6)

Number of recommendations/suggestions/counselling concerning
complaints against operators in the electricity supply sector in 2017

» Electricity Supply

. . . - recommendations and suggestions
491 complaints against operators in the
electricity supply sector were received in 128  cases of counselling citizens
2017 —twice as much as in 2015 and 2014. . - .

51 cases of intermediation carried out
Number of complaints against electricity supply companies
in 2016 u 2017 The Ombudsperson’s Recommendations:
— Review the rules governing the sector as regards operators’

350 - right to make ex parte adjustments to electricity bills.
300 | 298 — High-quality, reliable, safe, and failure-free power supply

ought to be made a major priority in the power sector.

250 - — The following provisions ought to be removed from the

W 2016 general conditions of contracts with electricity distributors and

112017

200 suppliers: a customer’s obligation to recover the cost of cutting
150 + off and restoring power supply as a prerequisite for restoring
100 - the transmission of electricity; any terms attributing joint and
several liability to consumers in cases other than those
50 - provided for by law.

0 - — Customer registration of studio or atelier owners and tenants

CEZ Bulgaria EAD ENERGO-PRO EVN Bulgaria EAD ought to be carried out in accordance with the provisions of

Varna EOOD the Energy Act as appropriate and depending on the needs.

— Electric power companies ought to guarantee their customers’
rights when checking and replacing electricity metering
Source: Ombudsperson of the Republic of Bulgaria devices by taking the necessary action to ensure their
presence.
23



3. Consumer Rights (7)

» Public Transport

135 complaints were received in 2017 about
infringements of consumer rights in the provision of
transport services.

612 complaints were finalised, opinions were given in
37 cases, intermediation was carried out in 14 cases
of alerts addressed to the Ombudsperson Institution.

* In 2017, the problems in the railroad sector
remained unresolved:

cancellation of train services and reducing the
frequency of trains;

failure to abide by advertised train timetables;

unprofessional and rude conduct, as well as ill
treatment of passengers by train crews and
employees of Holding BDZ Inc. (Bulgarian State
Railways).

poor conditions suffered by train travellers —
carriages in poor condition, poor sanitary
conditions, poor toilet maintenance, and no air
conditioning.

* The long-standing problems in the Sofia city

T

public transit related to the ageing fleet, the
insufficient number of vehicles along specific
routes, the failure of both drivers and fare
inspectors to properly perform their duties,
have yet to be resolved.

he Ombudsperson’s Recommendations:

Train timetables ought to be designed in such a way as
to guarantee the passengers’ right to choose and to
move freely and ought also to take due account of
their work and school schedules.

Advertised timetables ought to be complied with and
in all cases of delay information ought to be provided
in a timely fashion.

Timely and adequate actions ought to be undertaken
to improve the level of service provided to passengers
and to improve the conditions of carriage.

Problems in the area of public transit ought to be
addressed with the active involvement of citizens, the
unions, and the industry organisations of the sector.

-
r
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3. Consumer Rights (8)

Number of recommendations/suggestions/counselling

> Waste Collection and Removal Services related to waste collection and removal npe3 2017
98 complaints were filed in 2017 concerning the - recommendations and suggestions
fixing of household waste collection fees.
70 opinions issued
- , . n cases of counselling citizens
* Citizens’ complaints were related to:
— household waste collection fees are set 3 cases of intermediation carried out

without taking into consideration the quantity

of waste going to disposal; The Ombudsperson’s Recommendations:

— additional r.equwements have bee_n introduced _ The appropriate action ought to be taken by the
for exemption from waste collection and municipalities and by the provincial governors aimed at
removal fee of properties that are not occupied amending the regulations providing for additional

and used year round; requlrerlnfents for exemption from waste collection and
removal fee;

— waste collection and removal fees have to be — Municipal authorities ought to control the quality of

paid even where waste collection and removal waste collection and removal services provision, the

services are not provided or are of poor number of containers needed for collecting household

quality, e.g., lack of or insufficient number of waste and the frequency of household waste removal
ought to take into account the specific needs of each

waste containers, household waste is not
hauled regularly.

settlement.

-
r
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3. Consumer Rights (9)

» Over-indebtedness The large number of complaints against bad banking
practices indicates that citizens’ rights are not
Number of complaints filed in 2016 u 2017 by citizens sufficiently guaranteed. This warrants the submission
:’,{Z:t;ghlz over-indebtedness about infringement of to the National Assembly of a Bill to amend the Civil
Procedure Code.
2,000 -
1,752 ’ A
1,800 - The Ombudsperson’s Recommendations:
1,600 - 89.8% — Organise a discussion with the competent authorities and
1,400 - growth institutions on the issue of payday loans with the aim of
clarifying all problems related to the conclusion and
1,200 - implementation of payday loan agreements and finding
1,000 - 923 appropriate solutions to address such problems.
800 - — Exercise effective control over the activities of payday loan
600 - companies.
400 - — Banking charges ought to be in correspondence with the
financial services provided.
200 -
0 — The activities of collection agencies ought to be regulated.
2016 ' 2017 — The possibility for public utilities to transfer their overdue
and delinquent receivables to outside collection agencies
Source: Ombudsperson of the Republic of Bulgaria ought to be limited.

— Collection agencies ought to be obligated to provide clear

e The number of complaints filed against debt and detailed information in their letters of invitation for out-

. . . . of-court settlement (letters before action, letters of demand
0, ’
collection agencies was 164, i.e., 41% higher o (o e e e

; SN
thanin 2016. ®
"
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4. The Rights of Persons with Disabilities

A considerable increase in the number of complaints Number of registered complaints and alerts concerning
about infringements of the rights of the persons with the rights of persons with disabilities during the period
disabilities: 7,9% more in 2017 compared to 2016 2015-2017 by type of infringement

and 204,9% more compared to 2015.
Civil and political rights

Number of complaints and alerts, both filed and
finalised, concerning the rights of persons with Accessibility
disabilities during the period 2015-2017

123
Social and economic protection 106
400 1 314 Social services and personal
291 ili
300 mobility
Healthcare and rehabilitation
200 -
103 Employment and
100 + entrepreneurship
0 - Participation in public life
2015 2016 2017 m2017 w2016
Housing assistance m 2015
The Ombudsperson’s Recommendations:
. . . . . Other M 34
— It is imperative to ensure the implementation of all strategic documents 23

and plans for the implementation of the UN Convention on the Rights of
Persons with Disabilities as adopted by the executive, including the 0 20 40 60 80 100 120 140
enactment of a new Integration of the Persons with Disabilities Act and
a new Social Services Act.

— It is imperative to accelerate the drafting of legislation regulating social
services in a way that takes into consideration the individual needs of
the persons with disabilities, incl. by provision of personal assistance. 4"."\

— Other recommendations (see the 2017 Report) |" 57

OMBYICMAH
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5. Social Rights (1)

1,790 complaints and alerts received in 2017, up 25% compared to the previous year. These constituted
14.17% of the total number of complaints and alerts filed with the Ombudsperson Institution.

Number of complaints and alerts about social rights violations Number of complaints and alerts concerning protection

filed in 2017 of social rights filed during the period 2015-2017
900 - 2,000 - 1,765
800 786

- 1,429
700 - 625 1,500 -
600 -
500 1 1,000 -
400 -
300 A
200 - 179 147 500 -
H m .
0 T T T - 1 0
Labour rights . Social Social support Ht?usmg Other 2015 2016 2017
and insurance and assistance
employments benefits
200 -~
150 -

Number of complaints and alerts about violations of 100 - 65

the right to access to employment filed during the

period 2015-2017 >0 1

0 - ~

_ _ 2015 2016 2017 ®
Source: Ombudsperson of the Republic of Bulgaria r’
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5. Social Rights (2)

* Major infringements:

— employers continue to blatantly violate citizen’s

labour rights;

workers and employees cannot receive their
outstanding remuneration, benefits, and
compensations either because their employers
have no assets or because attachment orders
have been granted against their assets, including
under the Registered Pledges Act;

the large number of employers precludes a
broader scope and a greater frequency of labour
inspections, especially in enterprises where
numerous and systemic violations have been
ascertained as regards remuneration and
compliance with the healthy patterns of work
and rest prescribed by law;

the existing legal framework does not provide
sufficient protection of citizen’s labour rights;

Bulgarian citizens continue to move abroad for
work without being familiar with the rules
governing lawful employment.

Some of the Ombudsperson’s Recommendations:

— Itis imperative to amend the Labour Code provisions
and the respective regulations governing: the
establishment of summary calculations of the working
time by regulating the conditions under which they
may be established; reducing the period for such
calculations from 6 to 4 months; determining the
manner for their establishment; introducing a
requirement that workers and employees should be
handed personalised work schedules approved by
their employer.

— It is imperative to increase the amount of the extra
pay for night or weekend work, as well as for the time
during which a worker or a employee is available to
their employer while being away from the grounds of
the enterprise in a location agreed between them.

— It is imperative to regulate the entitlement to
extended paid annual leave of caregivers employed in
long-term care institutions for elderly people with
disabilities.

— It is imperative to improve the communication
between the staff of the Labour Office Directorates
and job seekers while determining their preferred
areas of employment.

v
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5. Social Rights (3)

Number of complaints and alerts concerning the right to social Number of complaints and alerts concerning the right to

insurance and benefits filed during the period 2015-2017 pension filed during the period 2015-2017
i 600 -
700 515
600 - 500 - 475
500 - 400 -
400 - 300
300 - 236 226
200 A
200 -
100 - 100 -
0 4 0 A
2015 2016 2017 2015 2016 2017

Number of complaints and alerts concerning social support filed =~ Number of complaints and alerts concerning housing

during the period 2015-2017 assistance filed during the period 2015-2017

250 - 160 - 141 147
140 A

200 A 179 120 -

150 - 100 A
80 -

100 A 75 60 - 43

50 - 40 A
20 -

2015 2016 2017 2015 2016 2017 30



6. The Right to Education

Number of registered complaints and alerts and finalised

Some of the Ombudsperson’s Recommendations:
inquiries in the field of education during the period 2015-2017

— Continuous improvement of the mechanism for joint
131 operation of the competent institutions towards

186 enrolment and retention in the education system of
children and pupils of the compulsory pre-school

Registered complaints

300
and school age.
— It is imperative to work towards achieving high
Finalised complaints 168 quality and accessibility of child care facilities.
308 — In cases where a child is not accepted into a state-

0 50 100 150 200 250 300 350
W 2015 12016 W 2017

run educational establishment, her or his parents
ought to receive a subsidy fixed by the government.

— It is imperative to ensure that pre-school aged
. . . . o children are provided with a free educational service
Registered complaints and alerts in the field of education in and to consider the possibilities for greater support

2017, % by the government.

— It is imperative to introduce compulsory pre-school
Other instruction for all 4-year old children and to provide
for alternative forms of bringing up and schooling.

— It is imperative to improve the model for financing
the schools in smaller towns and villages and in
remote areas.

— It is imperative to modernise vocational education
and training.
Higher Pre-school and
education schor:\I
15% education
56%

— It is imperative to ensure the existence of a system
for efficient staff training.

Source: Ombudsperson of the Republic of Bulgaria 31
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7. The Right to Healthcare

Number of complaints and alerts concerning violations of

citizens’ rights in the healthcare sector filed during the period Some of the Ombudsperson’s Recommendations:
2015-2017 — It is imperative to establish a permanent dialogue in the
healthcare sector to ensure that any changes are
600 A implemented upon agreement between all stakeholders.
500 - 494 — The currently imposed limits on payments by the
421 National Health Insurance Fund for hospital and non-
hospital healthcare procedures ought to be removed
400 - . . .
and all over-limit procedures carried out by the
300 - 272 hospitals so far ought to be paid for (either in full or at
least for all emergency cases).
200 - — Itis imperative to deliberate and take urgent measures
for support, financial recovery and financial stabilisation
100 - of municipal and state-run hospitals under severe
financial hardship.
0 - — It is imperative to expand the scope of the categories of
2015 2016 2017 persons whose healthcare insurance premiums are paid
for from the state budget to include also the long-term
Number of complaints and alerts about the healthcare sector unemployed citizens.
filed in 2017 by the type of healthcare service — It is imperative to expand the scope of the government-
funded activities related to assisted reproduction.
- Access to medical services — It is imperative to take action to increase the amount of
payment with public funds for medical devices as well as
116 Expert medical assessment to ensure payment for new devices.
— It is imperative to reconsider the current limits provided
“ Health care coverage rights for in the Social Insurance Code on the compensation
paid for taking care of a sick family member.
61 Quality of medical services

®
Source: Ombudsperson of the Republic of Bulgaria 32
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8. The Right to Property and Economic Freedom

Number of complaints and alerts concerning the right
to property filed during the period 2015-2017

i:‘z‘gg 1,169 1,228

1,000 - 889
800 -
600 -
400 -
200 -
0 .

2015 2016 2017

Number of finalised inquiries into complaints and alerts
related to regional development and spatial planning
in 2017

- Land development plans and others

123 Illegal building developments
Problems with the cadastre and with the land
and real estate register

32 Expropriation and compensation procedures

Source: Ombudsperson of the Republic of Bulgaria

Number of finalised inquiries into complaints and alerts
concerning the right to property filed in 2017

- Regional development and spatial planning

346 Other property-related problems

150 Restitution-related problems

84 Problems of co-ownership buildings

The Ombudsperson’s Recommendations:

It is imperative to align the land policy and the regulatory
framework for agricultural land relations with the Voluntary
Guidelines on the Responsible Governance of Tenure of Land,
Fisheries and Forests in the Context of National Food Security
issued by the UN Food and Agriculture Organization (FAO).

Further to the Decision of the National Assembly of 19
September 2017, measures ought to be taken against land
monopolies along with mechanisms for ensuring effective
protection to the ‘weak party’ in agricultural land relations.

All strategic documents and all laws and regulations ought to
be drafted in conditions of transparency and publicity,
following wide public consultation and the involvement of all
parties and stakeholders concerned.

’;P
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9. The Right to a Clean and Healthy Environment (1)

In 2017, environmental problems remained a constant focus of public attention. A total of 261 complaints
were filed in 2017 compared to 190 in 2016.

Number of complaints and alerts filed concerning the environment

Investment proposals

Preservation of parks and green spaces,
uncontrolled development and overbuilding

Accessibility of services, related to local mineral
water springs

13

Source: Ombudsperson of the Republic of Bulgaria

The Ombudsperson’s Recommendations:

- The issue of the failure to adopt the health risk assessment criteria for the purpose of environmental impact
assessments pursuant to Chapter Six of the Environmental Protection Act ought to be deliberated by the
National Assembly’s Healthcare Committee;

- Amendments to laws within the scope of Article 55 of the Constitution of the Republic of Bulgaria ought to be
drafted and made available for public consultation along with all regulations whose enactment is also envisaged
for the purpose of their implementation;

- The time limit for raising objections to an environmental impact assessment report concerning investment
proposals related to extraction of subsurface resources ought to be differentiated so that the public concerned
would be duly informed and consulted.

v
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9. The Right to a Clean and Healthy Environment (2)

In 2017, environmental problems remained a constant focus of public attention. A total of 213
complaints were filed.

Number of complaints and alerts filed concerning the environment

Noise in the living environment 63

Stray animals and pet dogs 25

Preservation and protection of woody
vegetation

Operation of livestock holdings within
towns and cities

23

14

Installation of cellular telecommunications

base stations 14

Other

0 20 40 60 80
Source: Ombudsperson of the Republic of Bulgaria

The Ombudsperson’s Recommendations:

— Itis necessary to improve the legislation governing the operation of air-conditioning systems, as well as the installation
of their outdoor units.

— Itis imperative to exercise a stricter control on polluting exhaust emissions measured during the regular roadworthiness
tests of heavy commercial vehicles; where changes to the organisation of vehicular traffic are effected, the routes need
to be considered with respect to the intensity, capacity, and structure of vehicular traffic, as well as with the
surrounding buildings.

— Striving to strike a balance between the country’s economic development and the citizens’ right to a clean and healthy

environment ought to be a priority for the competent institutions. -
@
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10. The Right to Good Governance and Good Administration

Number of registered complaints and alerts, and finalised inquiries related to Number of recommendations/suggestions/
the provision of administrative service to citizens during the period 2015-2017 counselling related to complaints about
700 - administrative service in 2017
600 575 599
500 - recommendations and
suggestions
400 -
244 opinions issued
300 A
200 - 117 cases of intermediation carried
out
100 -
93 cases of counselling citizens
0 -
Complaints filed Complaints finalised )
Source: Ombudsperson of the Rep. of Bulgaria
W 2015 12016 m 2017

Some of the Ombudsperson’s Recommendations:

— Increase the capacity of public administration employees.

— Establish efficient organisation, make relevant management decisions, take timely measures and report the results
achieved.

— Maintain fair and open dialogue with citizens and take into consideration their suggestions and opinions.

— Improve the interaction between the competent institutions.

— Review and optimise the internal rules for the organisation of administrative services and align them with the
requirements for good administrative service.

— Introduce a system for measuring client satisfaction.

— Expand the possibilities for decentralised provision of administrative services. -
— Accelerated phasing-in of eGovernment.
— Compliance with the common standards for quality of administrative service across the public administration. HA PEIVBAIA BB ATAPIS

36



11. The Right to Protection in Enforcement Proceedings

2017 saw yet another increase in the number of complaints against enforcement officers (bailiffs)
compared to previous years. While the number of complaints concerning citizens’ rights in enforcement
proceedings was 172 in 2015 and 601 in 2016, in 2017 this number rose to 1,401, i.e. a 133% increase in

just one year.

1600
1400
1200
1000
800
600
400
200

Number of complaints and alerts filed by citizens
against bailiffs during the period 2015-2017

1,401
601
| 172
2015 2016 2017

Source: Ombudsperson of the Republic of Bulgaria

-
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12. The Right to Protection from Discrimination and Hate Speech

2017 saw an increase in the number of complaints
filed by citizens who had suffered discrimination.
The total number of such complaints in 2017 was 35,
which was 13 more compared to 2016 and 17 more

compared to 2015.
The Ombudsperson’s Recommendations:

— It is imperative that the competent institutions
assume their share of responsibility and take timely
and adequate measures to implement the
Ombudsperson’s recommendations and the acts of
the Commission for Protection against Discrimination

Number of complaints and alerts filed by citizens about
discrimination against them during the period 2015-2017

40 1 concerning amendments to the existing legislation
35 A with a view to putting an end to violations and
30 ensuring equal treatment of all citizens.
- — It is imperative that appropriate action be taken to
address the issue of insufficient recognisability and
20 A lack of response to the use of hate speech.
15 -
10 -
5 -
0 -
2015 2016 2017
| | o
Source: Ombudsperson of the Republic of Bulgaria r;
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13. National Preventive Mechanism

In 2016 and 2017, the NPM teams visited and inspected all places of detention with the exception
of the remand centres in the cities of Kardzhali and Pernik, and the open prison facility in the city of
Smolyan.

A systemic problem was identified originating in the deficiency of social workers and the lack of
adequate budgetary funding for meaningful activities.

It was ascertained that some production norms were unfeasible as they had been set by an order
of a Deputy Minister of Justice on the basis of a fixed national minimum wage.

In 2017, the inspections carried out by the NPM were focused on the fight against communicable
diseases in prisons.

The inspections identified lack of adequate judicial remedies and established legal framework on
the disciplining of prisoners.

The inspections ascertained unlawful handcuffing of detainees in the remand centre at the
National Investigation Service at G. M. Dimitrov Blvd. in Sofia anytime when detainees were taken
out of the cells. The situation is similar at the specialised remand centre in the city of Sofia.

In 2017, the NPM teams inspected a total of 21 Regional Police Departments (RPDs) within the
Ministry of Interior in cities across North East Bulgaria.

3 inspections were carried out in 2017 at hospitals for psychiatric care: the State-run Psychiatric
Hospital in the city of Lovech, the State-run Psychiatric Hospital in the town of Novi Iskar, and the
Centre for Psychiatric Health in the city of Sofia, which serves the population of Sofia Province. The
finding was that the state-run psychiatric hospitals were unreformed and the quality of health care

was not improving. L~
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CHAPTER TWO. Activities Aimed at Influencing Legislation

» Petitions to the Constitutional Court
» Requests for interpretation decisions

» Opinions and legislative proposals




Activities Aimed at Influencing Legislation

» Requests:

— 2 constitutional challenges have been lodged with the Constitutional Court regarding the
possible unconstitutionality of legislation infringing on citizens’ rights and freedoms:

— arequest to declare unconstitutional the provisions of §69 and §70 of the Transitional and
Final Provisions of the Act to amend the Ministry of Interior Act (promulgated in the State
Gazette, issue 81 of 14 October 2016);

— arequest to declare unconstitutional the provision of Article 245(1) of the Labour Code in
its part reading “amounting to 60 percent of her or his gross remuneration but no less
than the national minimum wage”.

— 2 requests filed with the Supreme Administrative Court to render interpretation decisions
regarding the existence of conflicting jurisprudence:

— arequest to render an interpretation decision regarding
the application of Article 44(6) and Article 44(9) of the
Aliens in the Republic of Bulgaria Act in respect of
unaccompanied minors and the application of §1(4) of
the Asylum and Refugees Act;

— arequest to render an interpretation decision regarding
issues related to the Tax and Social Security Procedure
Code (TSSPC).

v
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Opinions and Legislative Proposals

In 2017, the Ombudsperson Institution received: 43 requests that the Constitutional Court be seized;
297 requests for amendments to existing legislation, and 12 requests for interpretation decisions.

» The defining events of the year were the successful campaigns run by the Ombudsperson to

rotect citizens’ rights
P g — Civil Procedure Code, International

Number of citizens’ requests relating to existing legislation Commercial Arbitration Act

iled during the period 2015-2017 . . . -
f grmep — Civil Procedure Code, Private Bailiffs
Act

350 -

300 2015 w2016 m2017 297 — Labour Code, Commerce Act,

250 Guaranteed Receivables for Workers
and Employees in the Event of

200 Insolvency of the Employer Act, Public

150 Procurement Act

100 — Road Traffic Act

50

— Ownership and Use of Farm Land Act,

0 Agricultural Tenancies Act

Requests that the Requests for Requests for amendments )
Constitutional Court be  interpretation decisions to existing legislation — National Health Insurance Fund
seized Budget Act
Source: Ombudsperson of the Republic of Bulgaria — Election Code

— Social Insurance Code

— Act Governing the Rights of Long-standing Building Savings Deposit Holders

— Physical Education and Sports Bill. ’:‘
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CHAPTER THREE. Monitoring the Implementation

of the Relevant International Instruments

Reception Office of the Ombudsperson
Children’s rights

Consumer rights

Rights of the persons with disabilities

Social rights

The right to education

The right to healthcare

The right to property and economic freedom
The right to a clean and healthy environment
The right to good governance and good
administration

The right to protection in enforcement
proceedings

The right to protection against discrimination
and hate speech




Supervision of the Execution of ECtHR Judgements

Amendments to the Ombudsman Act were made in early 2018 aimed at bringing the Institution in
conformity with the highest standards in the promotion and protection of human rights as enshrined

in the UN Paris Principles.
> In2017:

— Supervision of the progress in the execution of the adverse judgements of the ECtHR in an
enhanced supervision procedure and of the recommendations of the Committee of Ministers

to the Republic of Bulgaria

— General observations regarding the execution of final judgments of the ECtHR in 2017 within

the meaning of Article 46 of the ECHR

Total number of adverse judgements in an enhanced
supervision procedure and closed by a final resolution
as of December 2017 by countries

1,200 -
m Judgements in an 1,006
969
1,000 - enhanced supervision
procedure
800 -
600 -
447
400 -
220200 207
200 -
72 70 34 33
0

Germany Sweden Denmark Bulgaria France

Amount of compensations paid as a result of the
ECtHR adverse judgements in 2017, in Euro

700,000
600,000
500,000
400,000
300,000
200,000
100,000

0

641,535

79,000

Bulgaria

The
Netherlands

34,800 34,000
ka2 E @3
Czech Germany
Republic
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CHAPTER FOUR. International Activities and Projects
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International Activities

» Full membership of the national Ombudsperson in international structures:
— International Ombudsman Institute
— European Network of Ombudsmen
— Association des ombudsmans et médiateurs de la francophonie
— European Ombudsman Institute
— Council of Europe Network of the National Human Rights Structures
— South East Europe Children's Rights Ombudsperson's Network (CRONSEE)

— The Ombudsperson is also an associated member of the European Network of
Ombudspersons for Children (ENOC)

» International co-operation for the protection of citizens’ rights and freedoms

— Putting an end to the discriminatory treatment and double standards in respect of Bulgarian
consumers

— Signed Declaration to the European Commission, the European Parliament, and the Council
of Agriculture Ministers against the double standards on foodstuffs within the EU

— Construction of a special centre for accommodation of alien children seeking asylum or
protection in Bulgaria

» Finalised project titled “Strengthening the Capacity of the Ombudsperson of the Republic of
Bulgaria to Exercise Independent Monitoring and Promote Children’s Rights” — a good
foundation for the deployment of the National Ombudsperson’s functions as an independent
monitoring body for protecting children’s rights and interests and promoting the UN o~
Convention on the Rights of the Child -
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THE OMBUDSPERSON INSTITUTION WORKS IN CLOSE COOPERATION WITH
OVER 150 ORGANISATIONS FROM THE NON-GOVERNMENTAL SECTOR

Human Rights

. Bulgarian Lawyers for Human Rights Foundation

. Foundation for Access to Rights

. Center for Legal Aid — Voice in Bulgaria

. Bulgarian Helsinki Committee

. Bulgarian Red Cross

. Center for the Study of Democracy

. “Youth Forum 2001” Association, city of Razgrad

. Non-Governmental Organizations Center, city of Razgrad

1
2
3
4
5
6
7
8
9

. Bulgarian Family Planning and Sexual Health Association

10. Bulgarian Institute for Legal Initiatives

11. Transparency International Bulgaria

12. Women Lawyers Association

13. Bulgarian Gender Research Foundation

14. Alliance for Protection against Gender Based Violence

15. Bulgarian Fund for Women ?

. 47
16. Access to Information Programme - -



THE OMBUDSPERSON INSTITUTION WORKS IN CLOSE COOPERATION WITH
OVER 150 ORGANISATIONS FROM THE NON-GOVERNMENTAL SECTOR

Children’s Rights

17. Bulgarian Center for Not-for-Profit Law

18. UNICEF Bulgaria

19. National Network for Children

20. For Our Children Foundation

21. SOS Children's Villages Bulgaria Association

22. Lumos Foundation Bulgaria
23. International Social Service Bulgaria

24. Child and Space Association
25. Animus Association Foundation

26. Association for Pedagogical and Social Assistance for Children FICE-Bulgaria

27. Social Activities and Practices Institute
28. P.U.L.S.E. Foundation
29. Parents Association

30. National Association for Foster Care

31. Partners Bulgaria Foundation

32. Crime Prevention Fund - IGA Foundation, city of Pazardzhik
33. Re-Act Association

34. Tulip Foundation

35. Association Children with Onco-Haematological Diseases

36. Karin Dom Foundation, city of Varna

37. Caritas Bulgaria
38. Confederation for the Protection of Children's Rights

39. Samaritans Association, city of Stara Zagora
40. Bulgarian Association of Adopted Children and Adoptive Parents

o
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THE OMBUDSPERSON INSTITUTION WORKS IN CLOSE COOPERATION WITH
OVER 150 ORGANISATIONS FROM THE NON-GOVERNMENTAL SECTOR

Consumer Rights

41.

Bulgarian National Association Active Consumers (BNAAC)

42.

Consumers' Federation in Bulgaria

43. Civil Movement for National Unity and Salvation (DNES )

44.

Center for Social Rehabilitation and Integration of Persons with Disabilities

The Rights of Persons with Disabilities

45.

Union of Disabled Persons in Bulgaria

46.

Union of the Deaf in Bulgaria

47.

Union of the Blind in Bulgaria

48.

National Association of the Deafblind in Bulgaria

49.

National Federation of Employers of Persons with Disabilities

50.

National Organization Little People of Bulgaria

51.

Association of Parents of Children with Impaired Vision

52.

Association of Parents of Hearing Impaired Children in Bulgaria (ARDUS)

53.

Bulgarian Association for Persons with Intellectual Disabilities (BAPID)

54.

Bulgarian Association for Equality, Integration, and Sports

55.

Balkan and Black Sea Area Federation of Adapted Physical Activity

56.

Visually Impaired Persons Sports Federation

57.

Center for Independent Living

58.

Bulgarian Center for Not-for-Profit Law




THE OMBUDSPERSON INSTITUTION WORKS IN CLOSE COOPERATION WITH
OVER 150 ORGANISATIONS FROM THE NON-GOVERNMENTAL SECTOR

The Right to Education

59. Bulgarian Haemophilia Association
60. Association of Professional Geographers and Regionalists (APGR)
61. Gender Education, Research and Technologies Foundation

The Right to a Pension

62. Bulgarian Association of Pensioners

63. National University of the Third Age (U3A Bulgaria)
64. Union of Pensioners 2004, city of Ruse

The Right to Healthcare
65. Bulgarian Haemophilia Association

66. National Association Diabetes, Prediabetes and Metabolic Syndrome

67. Association Diabetes - Type 2 ‘ - \ ’
68. ARTRA Association, city of Veliko Tarnovo s _—— /
69. Association of Thrombophilia Patients, city of Stara Zagora g 4'//)

70. Association of Physicians Serving on Territorial Expert Medical Commissions
71. Bulgarian Diabetes Association

72. National Association of Children and Young People with Diabetes
73. Association of Patients with Rheumatoid Arthritis

74. Bulgarian Ankylosing Spondylitis Patient Society
75.Bulgarian Crohn's and Ulcerative Colitis Association (BCUCA)
76. Civic Association of Hepatitis Patients HepActiv

77. Coalition for Life without Tobacco Smoke

78. Bulgaria Without Smoke Association
79. MS — Moga Sam Foundation
80. Bulgarian Natural Healers Association

OMBYICMAH
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THE OMBUDSPERSON INSTITUTION WORKS IN CLOSE COOPERATION WITH
OVER 150 ORGANISATIONS FROM THE NON-GOVERNMENTAL SECTOR

. Patients’ Organizations With You
. Spina Bifida and Hydrocephalus Bulgaria (SBHB)
. Center for Protection of Healthcare Rights

. National Patients Association Health Protection Confederation

. National Private Hospital Association

. Association of Municipal Hospitals in Bulgaria
. Association For Insulin Pumps

. National Parents Network (NPN)

. Rodna Striaha (Home) Foundation

. National Association Diabetes, Prediabetes and Metabolic Syndrome
. Confederation of Health Protections (KZz)

. Bulgarian Patients' Forum Federation
. National Patients' Organization (NPO)

. Bulgarian Association for Patients’ Defence (BAPD)
. Bulgarian Organisation for Patients with Rheumatic Diseases (BOPRD)

. Bulgarian Hospital Association (BHA)
. The Association of Bulgarian University Hospitals

. National Association of General Practitioners in Bulgaria (NAGPB)
. Bulgarian Emergency Medical Services Association (BEMSA)

. Association of Health Insurance Companies
. Bulgarian Association for Patients’ Defence (BAPD)

. Bulgarian Association of Health Care Professionals

. The Association of Bulgarian University Hospitals

. Bulgarian Emergency Medical Services Association (BEMSA)
. Alzheimer Bulgaria Association

. Bulgarian Paediatric Association




2017 Events Calendar (1)

The National Assembly adopted at second reading the amendments to
the Civil Procedure Code tabled by the Ombudsperson, which excluded
consumer disputes from the purview of the arbitration courts, and
provided also a nearly six-fold reduction of jurisconsult fees.

12 January 2017

_ Letter addressed to the Parliament demanding that an interest rate
17 January 2017 .pe . .
ceiling be imposed in cases of debt default.

Following the Ombudsperson’s intervention, the late salary payments for
the coal miners in the town of Bobov Dol were paid up three tlmes faster
anuary 2017 _
than initially agreed. BT e ST .

“The deinstitutionalization of children is a cause | will '

not back down on” — participation in a conference on

the process of deinstitutionalization of children in
this country.

The Ombudsperson held an external reception room in the

village of Hitrino. Over BGN 2 million was raised to support the
residents in the aftermath of the 10 December 2016 train P
derailment and violent explosion. T
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2017 Events Calendar (2)

Under the supervision of the Ombudsperson, the sewing machine

operators in the clothing factory at the town of Dupnitsa signed an
ebruary 2017 . ; . . . . .
agreement with the Italian businessman Luigino Capriotti.

i R A he Ombudsperson put on pajamas in support
o ey 2017 of children with cancer and blood disorders.

Following a discussion mediated by the
23 February . . . .
2017 Ombudsperson, the Ministry of Interior increased B =

bonuses and benefits for police officers.

The Ombudsperson met with the protesting
workers at the shoe factory in the town of

Vetren, who had sought her assistance with
unpaid wages, vacation pay, and lay off
compensation.
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2017 Events Calendar (3)

The Ombudsperson launched the National Charity

Campaign Easter for Everyone 2 with the blessing
of His Holiness Patriarch Neophyte.

BGN 1 million worth of cash and food donations were raised in
2017. The money was converted into BGN 20 vouchers and
given away to 33,000 pensioner to buy groceries from 5,000
establishments across the country.

Following a meeting hosted by the Ombudsperson, three ministries made a
pledge that the Value Added Tax on Donated Food Act would be in full force
and effect within a fortnight.

10 March 2017
24 March 2017

% e sy s ,
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D
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! | #ea P RBFecgiae £ o B s ceirrensy gy ‘?/‘:;J M)&/y;: u(/j)ﬂ-‘e&m Dorg sk
€2 wodhuiyg creglo O o 29755 o =
. . e rEterces o Y5
An understanding to conclude a collective @ Gpgobre Eryvarjou e Bk |
.« . . . 224 TRey oF 2, 6 N
bargaining agreement was signed with e G%
the CEO of the concessionaire company P A——T B ET

Euromangan AD.

The employer sighed a commitment letter to raise the salaries of all 230 employees o~
at the Obrochishte manganese mine in north east Bulgaria by BGN 158.
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2017 Events Calendar (4)

_ The Administrative Court ordered Toplofikatsiya Sofia EAD, the district
29 March 2017 . . . .
heating company serving the city of Sofia, to present to the Ombudsperson

information on what their jurisconsult fees were being spent on.

300 Bulgarian writers received medical treatment cards from the
: Ombudsperson and Saint Anna University Hospital.

Bullying and Aggression in Schools — the topic of joint project initiated by the
Ombudsperson and UNICEF Bulgaria.

The Ombudsperson and the Bulgarian Food Bank donated the first few tonnes

of food exempt from VAT.

Little Niya was nominated the first ambassador of the Ombudsperson to the
city of Silistra.

v

OMBYJICMAH 5 5
HA PENYB/THEA BBITAPHA




2017 Events Calendar (5)

21 April 2017

25 April 2017

3 May 2017

9 May 2017

The Ombudsperson seized the Constitutional Court with a request to
declare unconstitutional the provision of Article 245(1) of the Labour Code
obligating employers experiencing financial hardship to pay their workers up
to 60 percent of their outstanding remuneration.

The Ombudsperson submitted to the Parliament proposed amendments
aimed against the private bailiffs, banks, and monopolies.

Meeting with residents of the Trakia neighbourhood in Plovdiv, who had
seized the Ombudsperson with a complaint against the large-scale housing
development in the housing complex located across from a day-care centre.

The Ombudsperson and the students at the Vasil Karagiozov Foreign
Language School in the city of Yambol elected a Student Ombudsperson.




2017 Events Calendar (6)

BGN 1,810 worth of cash donations was raised during a charity night in
support of children and young people with disabilities from the Radiance

centers for family-type accommodation in the city of Kyustendil.

11 May 2017

The Ombudsperson, Bulgarian rapper 100 Kilos, singer Anelia, actresses
Yana Marinova and Alex Sarchadzhieva, singer Mihaela Fileva, and the
Bulgarian R&B boy band SkandaU launched the Our Child campaign.

1 June 2017

The Ombudsperson presented the first mobile ramp for persons with
disabilities in the Sofia City Subway.

9 June 2017

v
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2017 Events Calendar (7)

Participation in a final forum to conclude the project “Strengthening the
Capacity of the Ombudsperson of the Republic of Bulgaria to Exercise
Independent Monitoring and Promote Children’s Rights” implemented in
partnership with UNICEF Norway and UNICEF Bulgaria

A discussion on the issues of road safety and security organised by NGOs

and relatives of road accident victims. The Ombudsperson supported the

establishment of a Road Safety Agency.

The Ombudsperson thanked the Members of Parliament from the floor of
7 July 2017 the National Assembly immediately after they had unanimously passed all
four bills adding new provisions to the Civil Procedure Code.

A meeting was held with employees of the Piccadilly retail store chain,
whose latest employer was Select Trade EOOD, in connection with their
complaints about unpaid remuneration since December 2016.
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2017 Events Calendar (8)

9 August 2017

24 August 2017
4 September
2017
8 September
2017

18 September
2017

The Ombudsperson sent a reminder to the Central Election Commission to
warn that there were less than five months left in which according to the
election legislation in force three simulations of remote electronic voting
should be conducted.

Participation in a national round-table discussion held in the town of
Assenovgrad to deliberate the need for real policies and efficient pursuit of
problems related to ethnic integration.

The Ombudsperson submitted to the Parliament proposed amendments
aimed against fraud in farm land deals.

EU Commissioner Mariya Gabriel supported Ombudswoman Maya Manolova
in her fight against the double standards on foodstuffs within the EU.

Signing of a Declaration to the European Commission, the European
Parliament, and the Council of Agriculture Ministers against the double
standards on foodstuffs within the EU.




2017 Events Calendar (9)

The Ombudsperson contributed to curtailing the powers of private bailiffs;

the National Assembly enacted amendments to the Civil Procedure Code.
N 4

18 October 2017

The Ombudsperson and the Executive Director of the

National Network for Children, George Bogdanoy,
gave a joint lecture to the trainees at the Bulgarian
School of Politics ‘Dimitry Panitza’.

The Ombudsperson and the Bulgarian Red Cross called on EVN, the company

distributing and selling electricity in South-east Bulgaria, to write off the
outstanding electricity bills of households affected by the floods in the
municipality of Kameno;

Participation in a round-table discussion titled ‘Challenges to and Recommendations for

Guaranteeing the Rights of Child Victims of Violence’ organised by civil society organisations
with the assistance of the Ombudsperson.

The Ombudsperson called for a perpetual moratorium
on oil and gas extraction in agricultural land.

14 November 2017

)
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15 November
2017

16 November

2017

20 November

2017

21 November
2017

30 November
2017

1 December
2017

3 December
2017

The Ombudsperson supported the mayors of smaller towns and villages in
their call for financial decentralisation.

Opening event of the Fifth National Meeting of Representatives of Student
Parliaments from across the Country — Youth Leadership Academy ‘School of
Tolerance’ organised by the Amalipe Center

The Ombudsperson and experts in the employ of the Ombudsperson
Institution took pat in the forum titled Voice It 2017: Youthful Opinion That
Matters

The Ombudsperson took part in a youth forum titled Education, Training,
and Employment Are the Road to Success.

Participation in a conference on the occasion of the 25t anniversary of the
ratification of the European Convention for the Protection of Human Rights
and Fundamental Freedoms.

The Ombudsperson presented in the Parliament an exhibition of works by
persons with disabilities titled Beyond the Visible.

The Ombudsperson wore a student’s backpack full of books weighing
a little over 6 kg — the typical weight a sixth grader usually wears on a

daily basis and ran a few dozens of meters in Sofia’s Southern Park. =

OMBYICMAH
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P The Supreme Administrative Court dismissed the complaint filed by
;‘f{; o Toplofikatsiya Sofia EAD (the district heating company of the city of Sofia)
and closed the case brought by the Ombudsperson against the company.

7 December

2017 The Ombudsperson seized the Prosecutor’s Office of water prices.

The Ombudsperson put an end to the “modern slavery” — the National

T Assembly adopted at second reading the amendments to the Civil Procedure
2017 Code, thus abolishing the practice whereunder unscrupulous employers

would fail to pay salaries, benefits, and overtime, as well as to abide by their

agreed commitments to their employees.

15 December The Ombudsperson delivered an open lesson to students in the city of
2017 Pernik and admitted to them that she herself also had a curfew.

Re-opening ceremony at the day-care facility in the village of Cherni Vrah, the
municipality of Kameno, which had been renovated in the aftermath of the
floods in the Burgas Province. The BGN 23,000 for its overhaul were provided
from unused vouchers in the Easter for Everyone charity campaign.

21 December
2017

28 December Meeting with the Governor of the National Social Security Institute to
2017 submit proposed amendments aimed at protecting miners’ pension rights.
The Ombudsperson launched a campaign to support children with P~

29 December
2017

single parents.

OMBYICMAH
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HA PENYBIHKA BBIATAPHS
TKA MAS| MAHOJIOBA

Ormmocno: Jaxpiane wa CITH Xpicro Bores” c. Jparozarono, o6, Crimen

VBAKAEMA T-KO MAHOJIOBA,

3a nepwog oT eKa rojuma B ceno Jlparoanoso, o6ract Ceer, 3anotHAXa
NPOTECTH OT AITE/THTE HA CEI0TO CeNty He3aKoNHH AeHCTBIA Ha ewa ot CTTH
Xpicro Bores” /COLMRHO-TEASTOrYECKH HTEpHAT/,

inexra Geme noztera ot Bac, r-0 Manoiosa, caen noceuienmero Bi s c.
Jlparozanoso, s CTTH , Xpucro Botes”, ksaero Gaxte ce sanosnams ¢
‘OGCTAHOBKATA, YWITe:ITe, KAKTO 1 ¢ KHTEMH Ha CeN0TO I GRXTe P0G
'BSHATAEINA OT PRSNOBOPH C BLSITHTAKHIIH K HKTEDHAT.

Ha 11,05.2017 . 3an041a MO/NNCK OT AHTENH Ha CENOTO 33 IPEKPATHBANE
JHHOCTTA H MITEPHATS, § PSYATAT HA KOSTO 110 HHILLAATIEA Ha 0BIACTHAT
ynpasa n onGycuamT 1 penybamxa buarapus, Geme nposesena namHoRATIA
XoHGEpEHITH 32 peuanane Ha npoSnen B noxoGen THI yueSin JaBeeHKs.

1”7

HaxNe 214 01022017,

0

TKA MAS MAHOJIOBA

OMBY/ICMAH HA

PENYBIHKA BhATAPHS

. Codna 1202,

¥t Joxopa Bammwnrron” 22
Ha Baw: Hue.M632830.01.2017.

- YBAKAEMH I'OCIIOKO MAHOJIOBA,

Bus i ibinidd Bac 0TT0BOp IIKASBAM CHONTA M HA KORETITC
" npi peimasane 1

HOCTABCHMA OT HAC KAZYC.

Haassam ce, ue e Bieme 34 1
peLUHM KOHKPETHHS CTy4ail W 1a HMame SCHOTA NPH NOCAEABALIM NPEACTORIIK ¢
YHCHIIITe [ WINKTH 30 NPHIAOOKBANE HA MPABOCTIOCOGHOCT C YACTHETO Ha
T'nanna npextis , MHCNEKIHA 30 TpAABEH TEXAHNCCKH HAIH0p”
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Ysaxaeua 1-x0 Manonosa,

TIspBC ‘BiX #ICKaNA fa WSKAXA MOATA GAATOTADHOCT 52 TOAYNEHMR
orz00p % axTawipaneso Bt C WO cayvall. Tosa 3a ueK &
MSKIDUMTENHO BAXHO, SAEOTO BPWIA KOBEPHETO M4 ¥ M NOKASIA, We
MG MMCTHTYWIR, KOATO OTKMMKBA X Ce SaEMA KA SANMTA NPaBATa Ha
OCHKHOBEHHA 8

Mynnnmu“l‘omww r—nmmn,mecmpnc

TpAGRa. za npuaKas, vlwmyummmhmxwml
OTTOBOPA Ha D-H JIAHKOS 33 Ce NOVYBCTBAX KATO TPANEAIUGH HA
Esponelicka Rupwasa (KOAXOTO X KATO KNG XA Smyux Toma), KuAeTo
TPAKRAINVE, GOTVPCKT MPADATA CH i XK POGAEN, NAMGHDA oTHD
or hucmurywore. |

Ome Bexwsx Garogaps.|
Toazpasy, |

Emicasera

LETTERS OF GRATITUDE

Ombyacmana Ha Penybavnka Bbarapua r-a Mas Makonoea;
or

Cayxurenute Ha Cenekt Tpeiia EOOL (Mukagwnn)

BNATOAAPCTBEHO NMUCMO

Ysaxaema rocnoxo Mawonosa,

CHACTOAWETO NUCMO MCKAMe 3 U3PASHM OTPOMHETA HY BAIAr0AIPHOCT KoM
Bawara MHCTHTYLIUA M NEPCOHANHO KoM Bac, 3a oKasanaTa noakpena 4 Gup3a
DEAKLMA OTHOCHO HalLMA NPOBAEM. Hue SHaeM,ue BCHYKN NOCTHTHaTH
pesynTaty ca Grarogapenue Ha Bawara pewTeAHa HIMECA  KOMNETEHTHOCT,

Bue KW AOKa3axTe, e MHCTUTYUMKTE 8 Bbarapua paboaT.

BJIATOZIAPCTBEHO ITHCMO

VBakaemi AaMi i rocnoaa

Or #meto na Acomauns  Manara-Buarapus-2010" 1 Trupeo Barapexo Henenwo

Hue Hama pa ce Gopun 33 npa 132 Vuumnme 'Pona” rp. Manara  Kpancreo Henarua mpnmu npunmunrr "
HOB Mawaben npoTect, KoiTo We ce cveTow Ha 05.09.2017 r. ot 10:00 vaca HeKpena procT Ha Bac # Bamre

npe NapnamenTa. C Konerute ot Bapia we ce oBeguHitm. By s , 110 nocp: o a Mvrm o
N o BoGos aon, p— OTHOWEHKE HACTAHABAHE Ha jetero My . Bspsame, ue

Makc Tenexom, KaxTo n meaumte.

Kanwm Bu Hal-y4THBO A3 HY NOAKPENWTE 33 NOPEAEH MBT, 3AWOTO 3HaeM,4e
33€44HO € BAC We NOCTUrHEM MHOTO NoBeYe.

By 0 rpaanena, Aobpa n
ycnewsa pabora.
CVYsaxenme:
Becenna MsaHosa
i
CIIOPTHA ®EAEPALIUS HA FIVXHTE B EBITAPHS
BULGARIAN DEAF SPORTS FEDERATION "
Sausun
e
EAFLIMPCS
Uax. o 134
S 21112017,
no
TKA MASI MAHOJIOBA
OMBYACMAH HA PEIYBIHKA
BBATAPHSA
VBAKAEMA TOCOOKO MAHOJIOBA,

B g ¢ B mco . YeSTA0ID 112017 v, wakcopzenmo B Sowronpa 38

re TpemopE.
Haqunave ce, ge ¢ Bamara
{IMYESKOTO FUITNTAKNE K CAOPTE 38 TPEAOCTARANE 4 TAYXHTE COPTHCTH N MERMTICTITE OF

e AT pas¥s BUSMORGIOETK K MPRSA, KOATO K CE SSNNABET OF TEVH Mk YHRCTAAITE 3
Tapemmawficus Krpx
‘Cropmua genepeunt a rayeme 3 Burepia ¢ vuccns » Kowneaara mo ampocare 52
ReQETS, WIAZEATA  COOPTA K 44-70 HIpORHO CupRie OpSICRERKe 38 KIS WS
1
Yoezern cue, %e % B Guzeme T MoeN 12 pesarraue K Bazers mozkpers 38 samum
TPAINTS VA TP COOPTHCT,

Cysmeae,

TIPE/ICEJIATEN,

15w
vars onnbist-bpien

CAHHCTBEHO ¢ Baurara MOMOWI JETETO me HAMEpH CBOSTO MSCTO, 33 /73 PACTE M Jia ¢t
PpasBuBa B CTIOKOMHA CeMeita cpeaa.

Henanna
12.04. 2017,

Direccidn posta:cf Los Millones bL3 planta § pisod, munqummo
telmovi: 0034) 635635 648; a-mail: pepalcostacinovat@abr.

Vaakaema r-xo Masonosa,
Vaamaen ot exnma Ha O na PenyGamka Brarapust ,
Tommacan Byt mowTe H na MH 32

Bit Hameca BSB BPEIKa C MOJAfCHA wanba N!}Olﬁ/‘ZOH ,OTHOCHO cneemo yrGonno
mrpime cobeTseroct Ha KueteTso JKenso Boftsona,Ceoespemento ot obmumia Cruber
BEPXy 1/4 ot mrpumero Geime nocTasesa XOPU3OHTAIHA Mpeka ,0T CTPARATa Ka MMOTA
HE.

TloTa cenent rofuER BommXMe Gopba ¢ pasmHani KHCTHTYHH,CaMo npasii ofewants
,ocobero npeamsGoprn,Cren Bamata Hameca HelaTa ¢e passixa OYKBAIHO B PAMKUTE HA
eqHa ceavHta,Brarofaps Ha Bor,ue HMa TAKHBA X0pa Karo Bac,KONTO OTAaBaT NpaBoTo
ma ohenpapamwrepiere  Guarocmosemn Bme m  exumsT BulOme  emisx
GnaronaprocTit!

C ysaxuue:Craumena Pavesa
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OMBUDSPERSON OF THE
REPUBLIC OF BULGARIA

2018 PRIORITIES AND EVENTS

1. Protect citizens in cases of over-indebtedness and draft an Insolvency of Natural
Persons Bill.

2. Run a campaign to support citizens in their relations with banks in view of the
privileged position of banking institutions.

3. Advocacy to protect the rights of citizens against the actions of collection agencies.
4. Curb the possibilities for abusing citizens’ rights by payday loan companies.

5. Organise and conduct a High Level Forum titled Double Standards on Foodstuffs
within the European Union: Let’s Put the Fish on the Table!
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OMBUDSPERSON OF THE
REPUBLIC OF BULGARIA

How can | contact the National Ombudsperson?

Address: 22 George Washington Str, 1202

Sofia, Bulgaria

Phone number: +359 28106955

+359 29809510

Fax: +359 28106963

e-mail: priemna@ombudsman.bg

website: www.ombudsman.bg 65
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