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Executive Summary

Thisis the first of three reports to be released by the Coalition of civil society organizations
in the framework of the project for Alternative Monitoring of the Implementation of the
National Strategy and Action Plan for Combating Corruption in Azerbaijan.

The purpose of this document isto:
(i) Report on the findings of the monitoring of government hotline services;
(i) Examinethe level of public awareness of the existence and operation of hotlines,
(iii) Provide recommendations on how to increase the effectiveness of government
hotline programsin Azerbaijan.

1. Project Overview

The project for the Alternative Monitoring of the Implementation of the National Strategy
and Action Plan for Combating Corruption is designed to increase the level of participation of
the population through civil society organization (CSOs), community-based groups and local
authorities in combating corruption. The project isimplemented by a Coalition of CSOs with
experience in similar initiatives and strong capacity to network with international and
national governmental and non-governmental institutions.

The long-term objectives of the project include:

e Increase public awareness by conducting information campaigns,

e Form public opinion to strengthen citizens' position in combating corruption;

e Transform non-systematized activities of CSOs into civil and legal frameworks;

e Increase transparency in government agencies and municipalities through access to
information;

e Strengthen cooperation with government agencies to improve the legal base and
practices for combating corruption.

To achieve these objectives, the Coalition engages in the following activities (Annex 1):
e Monitors the implementation of the National Strategy and Action Plan;
e Provides recommendations for the review and reevaluation of the Action Plan;
e Discusses the recommendations with all interested parties;
e Discusses the recommendations with government officials for implementation.

2. Problemsof Corruption in Azerbaijan
2.1 Recent Effortsto Reduce Corruption

Over the past five years the Government of Azerbaijan (GOAJ) undertook a series of steps to
reduce the level of corruption in the country: (i) Established the State Commission for Combating
Corruption (SCCC) and an anti-corruption department under the General Prosecutor’ s Office; (ii)
Adopted a number of laws to enhance access to information and transparency and improved
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cooperation with NGOs; (iii) Implemented the state program for combating corruption in 2004-
2006 and adopted anew national strategy and action plan for 2007-2011.

As a result of these measures Azerbaijan moved up in the Transparency Internationa
Corruption Perception Index from the bottom third percentile to the twelfth. Despite this,
according to the Global Competitiveness Index released by the World Economic Forum
corruption continues to be the top most problematic factor for doing business.

On July 28, 2007 the President of Azerbaijan approved the National Strategy and Action Plan
for Combating Corruption. The outcomes and gaps in implementation of the previous
strategy for 2004-2006 were analyzed to develop a comprehensive document. NGOs and
international experts were invited to participate in drafting the Strategy. According to the
Action Plan central and local executive bodies are required to submit annual working plans to
the SCCC and provide bi-annual reports to the SCCC and the Government. NGOs have been
given broad room for cooperation in combating corruption, particularly in the areas of
research, monitoring and capacity building.

The Action Plan represents a broad set of measures and activities across many dimensions,
including legidation, governance, asset management, health, education, etc. It includes alist
of government agencies accountable for specific activities and sources of funding.
Additionally the Action Plan sets broad time frames for implementation and provides for the
involvement of partner organizations.

2.2 Project Fit with National Strategy and Action Plan

The project for the Alternative Monitoring of the Implementation of the National Strategy
and Action Plan for Combating Corruption helps to “increase the role of civil society
ingtitutions in implementing the National Strategy” (Part V, Provision 56 of the Action Plan).
Additionally it facilitates the creation of a monitoring system for strategy implementation
through alternative monitoring and status reports (Part VI, Provision 59). The Coadlition
identified the strengthening of public relations (Part |1, Provision 16) as an area allowing for
immediate involvement.

This document reports on the results of the first part of the project, which includes the
following components as focal points for monitoring activities:

e Establish hotlines in government agencies and inform the public of their existence;

e Establish a system of operational response to information received viathese hotlines.

In the second part of the project the Coalition will focus on other aspects of Strategy and
Action Plan implementation, including:

e Success of government agencies in implementing the Action Plan;

e Progress made as aresult of Strategy and Action Plan implementation;

e Impact of civil society involvement on government policy and rolein fighting corruption.




3. Government Hotline Services
3.1 Resource Commitments

Hotlines offer an attractive option for policy-makers who would like to be perceived as taking
action against corruption. They help demonstrate both intent and action, and are relatively
easy to present to the public. The National Strategy provides for the creation of hotlines and
a response system to public complaints to enable direct communication between citizens and
government officials.

The effectiveness of a hotline program in institutions depends on the existence of policies
authorizing it. Lack of endorsement can leave the program open to challenges by
organizational elements. A guiding document should authorize the program, define the
relationships and responsibilities of the officials involved, and regulate the receipt and
processing of information. While the GOAJ expressed commitment to such a program in the
Strategy and Action Plan, no general guidelines for the creation of hotlines in government
agencies were released. As aresult each agency adopted its own approach to developing and
implementing the program.

The following technical approaches were found to be most common:

e Electronic hotline — a standard form available on the official web site of the agency
that can be used by the public to send in inquiries/complaints,

e Telephone line — (i) a non-dedicated standard telephone line, which is used among
other things for receiving calls from the public during official hours; (ii) a dedicated
point-to-point communication link (hotline) for public inquiries/complaints;

e Three-digit dedicated line — (i) a three-digit non-automated line for public
inquiries/complaints; (ii) athree-digit automated line that operates 24 hours per day;

e Multi-line telephone instrument — a three-digit multi-line communication link that can
handle multiple smultaneous calls and operates 24 hours per day.

3.2 Public Awareness

In addition to time and managerial commitments each of the approaches described above
requires a different level of investment in terms of financial and human resources. Lack of
coordination in developing and implementing a hotline system, could lead to the loss of
opportunities in generating economies of scale and scope. For example, information processing
time can be reduced by creating a nationa centralized hotline for reporting cases of corruption.
This aso helps narrow down the scope of training programs for personnel staffing the hotline.

The experience with hotlines in other countries shows that it is important to avoid creating a
negative perception of the caller. This can be achieved by informing employees about how
the program operates and what should be reported. Information about the hotline should be
displayed in highly visible and utilized areas. Another useful measure is to publicize success
stories and reward officials who provided the information for them.




For the hotline program to be successful, the public should be continually informed of its
operation and existence. A one-time announcement in the press is not sufficient to generate
awareness. It is aso important to consider the mediums of communication used in
campaigns to build public awareness. The internet, considered to be extremely effective in
some parts of the world, may only reach a tiny segment of the population in developing
countries where internet penetration is quite low.

4. Monitoring Methodology
4.1 Principlesof Information Gathering

Prior to the monitoring process, members of the Coalition held consultations with experts and
representatives of the civil society, members of parliament and government officials. Sabit
Bagirov from the FAR Center for Economic and Political Research and legal expert
Alimammed Nuriyev contributed to the devel opment of the monitoring methodol ogy.

Lack of specific deadlines and a standard methodology for establishing the hotlines led to
uneven progress. Where possible the following key components were considered in
monitoring the implementation of the hotline program in government agencies:

e Contact details— the toll-free number that people can call;

e Location —the region, institution, department where the hotline is located;

e Public awareness — continuously informing the public about the existence and
operation of the hotline;

e Operational procedure — the handling of incoming calls and registration of
inquiries/'complaints,

e Investigative procedure — the process of analyzing and investigating complaints;

e Evaluation — measures, such as the number of cals received, types of
inquiries/complaints.

4.2 Anticipated Outputs

The monitoring of the hotline system was conducted in 35 different government agencies to:
(i) Determine whether a hotline was established and if so when and how; (ii) Anayze the
types of inquiries/complaints submitted via the hotline; and (iii) Evaluate the steps taken to
raise public awareness regarding the hotline. The goal was not only to estimate progress in
the implementation of the Strategy and Action Plan but also to contribute to the process by
introducing participatory mechanisms.

The Coalition conducted a survey in six regions to: (i) Determine the level of public
awareness of the existence of government hotline services; (ii) Estimate the frequency of use;
and (iii) Evaluate the perceived quality of official responses to public inquiries. A total of
900 community residents were interviewed in the regions of Shaky, Ganja, Lankaran, Guba,
Zagatala, and Mingachevir.




From a technical point of view the establishment of a hotline is not a very sophisticated
process. However to ensure its successful deployment and use, government agencies must
coordinate various inputs and monitor effectiveness by controlling for specific outputs.
Among one of the most strategically significant inputs is the training and exposure of
personnel assigned to operate the hotline. To determine staff development priorities it is
important to establish what the main objectives or anticipated outcomes of the program
would be. Given a hotline's potential to generate multiple effects, such as public trust-
building, increasing transparency, combating corruption, etc. the inputs and training required
may vary with the preferred focus.

5. Hotline Monitoring Results
5.1 Implementation and Use

A total of 35 government agencies (ministries, committees and agencies) were included in the
monitoring. Only eight have not undertaken any steps to meet the provisions of the Strategy
and Action Plan regarding the establishment of public hotline services (Annex 2). As
previously mentioned progress in creating hotlines and generating public awareness has been
uneven. Two agencies — the Ministry of Taxes and the Committee on Azerbaijanis Residing
Abroad — can be showcased for their effort in developing and deploying hotlines.

The Ministry of Taxes established a toll-free three-digit hotline (195) known as the
Telephone Center as early as 2003 in Baku and in 2006 in the regions. The hotline is used to
respond to taxpayers' inquiries, provide legal information, and enable citizens to report cases
of tax fraud and corruption. The Telephone Center operates 24 hours per day in live and
automatic (after hours) modes. The Ministry continuously informs the public about the
existence of the hotline through advertising in traditional media and online and by printing
information leaflets.

In addition to using the telephone hotline, citizens can send in inquiries/complaints via the
FAQ section of the official web site (www.taxes.gov.az) or establish direct contact with a
specific department via email addresses provided online. In the period from January to
October 2008 the Ministry received 274,519 calls and 2,275 electronic inquiries.

The Committee on Azerbaijanis Residing Abroad implemented a three-digit automated
hotline (140) in 2007. The public was informed about its operation and existence through
announcements in the mass media. This hotline operates like a multi-line telephone
instrument and has the capacity to handle ten simultaneous calls, redirect calls to relevant
departments and provide automatic responses to standard questions.

Government hotlinesin Azerbaijan offer the following benefits to the public:
e Reinforce public interests by providing access to information and enabling citizens to
submit complaints in a more efficient and straightforward manner;




e Promote a more customer-oriented approach and better service in government
agencies through a stronger sense of responsibility;

e Contribute to a sense of equity and fairness in the resolution of conflicts and empower
citizens to seek and obtain information.

Hotlines offer the following benefits to government agencies in Azerbaijan:
e Government agencies with an established and operating hotline system are better
positioned to strengthen relations with the public and build trust in institutions;
e Help improve transparency in institutions and reduce corruption, improving the
reputation of government officials,
e Reduce the costs associated with receiving and processing public complaints by
transitioning away from written appealsto calls and emails.

5.2 Public Awareness Survey

The Coalition conducted a survey among 900 respondents in six regions of Azerbaijan to
determine the level of awareness regarding the existence of government hotlines (Annex 3).
The results indicate that there are some gaps in the implementation of the provisions of the
Action Plan pertinent to this area. While some agencies, such as the Ministry of Taxes,
undertake activities to increase public awareness, for others the scope of such efforts is still
quite narrow and short-lived.

High indicators of use in certain agencies, such as the Ministry of Internal Affairs (1,599
hotline inquiries made in the first ten months of 2008) and Ministry of Labor and Social
Protection (875 hotline inquiries made in the first nine months of 2008), show that citizens
often make an effort to obtain information about the existence of inquiry/complaint
mechanisms with government agencies.

The majority of respondents (63.6%) stated that they had not received any information about
the existence of hotlines in government agencies. Those who had were able to do so via
television, newspapers and billboard advertising. In particular, the respondents emphasized
that they knew about the hotline in the Ministry of Taxes through advertisements. Only 7.6%
of respondents said that they often use hotlines. Another 29% said they use hotlines from
time to time. In the mgority of cases (52.6%), hotlines were used for obtaining information
and in 38.6% of cases for complaints.

A large majority (78.2%) stated that they were able to obtain a response and the
inquiry/complaint was satisfactorily resolved.  Further analysis showed that several
government agencies have a good mechanism of responding to public inquiries. This
mechanism is more effective for inquiries made via hotlines than for any other form of appeal
(e.g. written appeal, appointments). Many (53.1%) respondents believe that hotlines can help
increase transparency in government agencies.




6. Recommendations

Indicators of use for well-functioning government hotlines suggest that such systems are an
effective tool for improving communication flows between government agencies and the
public. Such systems can help increase transparency, enhance the accountability of
government officials, and strengthen the role of citizens in combating corruption. To
expedite the implementation of this component of the Action Plan, it is advisable to establish
hotlines at al government agencies and bring existing ones in line with modern standards.
As this is being accomplished, information campaigns should be designed with a view to
continuously inform the public about the existence of hotlines.

Based on the results of the monitoring and survey, the Coalition developed the following set
of recommendations to increase the effectiveness of government hotlines:

1) Create provisions for the SCCC to design and distribute a standard methodology for
implementing hotlines in government agencies. This methodology should be applied
across the board to ensure the effective and timely implementation of the Action Plan.

2) Develop a hotline methodology consisting of two distinct parts. (i) Technical
specifications of the hotline (e.g. three-digit automated system); and (ii) Data entry
and processing requirements for the efficient handling of inquiries/complaints.

3) Transform all government hotlines into dedicated toll-free numbers accessible to
citizens across the country.

4) Improve the quality of customer service and operational response to
inquiries/complaints received through the hotlines by demonstrating commitment and
allocating sufficient resources to the program.

5) Adapt eectronic hotlines to the existing level of demand and public needs. Links should
be made available on the home pages of official web sites where they are easy to find.

6) Encourage government agencies to design and implement campaigns to raise public
awareness. Information about the hotlines should be made widely available in
government buildings, through the media and in printed form.

7) Ensure that government agencies inform the public on a quarterly basis of the
outcomes of their activities for that period. Agencies should disclose statistics
regarding the number of complaints made through the hotline and the measures taken
to address them.

8) Add relevant provisions to the Code on Administrative Violations defining the
responsibility for non-responsiveness to complaints submitted through the hotline.

10



Next Stepsfor the Coalition

The Coalition will continue working with CSOs and policy-makers in the framework of the
project for the Alternative Monitoring of the Implementation of the National Strategy and
Action Plan for Combating Corruption through the coming year. It recently developed a
twelve-month implementation plan for the second part of the project, which will focus on the
overall progress and outcomes of the Strategy and Action Plan.

The Coalition will continue to engage in discussions with government officials to ensure that
the recommendations regarding the creation of public hotline services provided in this report
are adopted and implemented. It will maintain the strength of its effort to engage broader
segments of the population in the fight against corruption through awareness building
campaigns and public opinion surveys. At the conclusion of the second part of the project the
Coalition will develop alist of recommendations for the GOAJ. It will advise on the ways to
fill gaps in strategy implementation and contribute to the reevaluation of the Action Plan for
achieving maximum effectiveness in the fight against corruption.
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