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DOST: Legal background

T A e Tl DOST Agency was established under the Ministry of Labor and Social
g;%c - & T Protection of Population of the Republic of Azerbaijan to improve the
Y ..

AT quality of services in the field of employment, labor, social protection, and

provision, as well as to increase transparency and ensure the application
of innovative solutions, acceleration of the transition to e-services,
prevention of bureaucracy, and enhancement of citizen satisfaction.

President of the Republic of Azerbaijan

Ilham Aliyev
The Agency for Sustainable and Operative Social Provision was o o The Charter and organizational structure of the Agency were
established by the Presidential Decree No. 229 approved by the Presidential Decree No. 387
9 August 2018 10 December 2018
Decree No. 634, signed by the President of the Republic of o o Resolution No. 236 of the Cabinet of Ministers of the
Azerbaijan, "On the approval of the "Regulation on the Republic of Azerbaijan on the approval of the Model
Centralized Electronic Information System" and the "Regulation Charter of "DOST" centers
on the "e-social" internet portal" of the Ministry of Labor and 22 May 2019

Social Protection of the Republic of Azerbaijan
15 April 2019
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DOST Agency’s mission, vision and strategic goals
as well as activities contribute towards meeting
the UN Sustainable Development Goals

MISSION

To provide the population with operative and smooth
access to labor and social protection services through a
network of DOST Centers and by deploying state-of-the-
art IT solutions

VISION

To become a state institution delivering state social
policy to the citizens in a reliable, efficient and
transparent way
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DOST: International experience
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DOST Concept is based \ .
on the experience of
Canada, Chile, Australia, fe
Norway ) -
and ’ASAN Service’
of Azerbaijan
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DOST: Single-Entry Point model

DOST is the Single-Entry Point where citizens can apply for services in social protection and employment

Under the Ministry of Labor and Social Protection of Population

|
2} DOST Model

DOST centers are the sole body
communicating with citizens applying for
social protection and employment
services, playing the role of front offices,
while other organizations under the
Ministry operate as back offices.

DOST Centers

Single Monitoring ] Central

services and mobile ' e 0 1
‘ ? window services ] coordination unit :
\
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Central Electronic Information System
(CEIS) provides the coordinating function

back office

Sub-organizations of MLSPP Executive authorities of CCU

o I~ o o ™ =) e between front and back offices.
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DOST Services

Pensions Disability Adoption
16 services 11 services 2 services
Labor relations Employment
6 services

15 services
State compulsory

private insurance
1 service

1 54 services Central Coordination
Unit
20 services

12 directions

Social Services
16 services

Individual registration

of the insured
3 services

Social benefits, STSA

and stipends
45 services

Functional services
18 services

Issue of inquiry statements
1 service

DOST Agency provides residents of Azerbaijan
with 154 social services in 12 directions,
including Central Coordination Unit, through
the DOST Centers and branches network

Dec 28, 2022
154 services
12 directions

May 9, 2019
126 services
10 directions
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DOST services: delivery channels and standard

Legal Basis of service requirements

Service Delivery Channels Decision No. 190500033 of the Collegium of the Ministry of Labor and Social
Protection of Population “On the approval of the administrative regulation
" On-site through Yyow: | tati fth ; ided in the DOST t i
: t!ll | DOST Service Centers on the implementation of the services provided in the centers in

coordination with the relevant institutions of the Ministry of Labor and Social
Protection of the Republic of Azerbaijan”. 8 July 2019

Iy Home-based
BRI, AL Processes & Procedures
* Service delivery passports
* Service delivery manuals
* C(Citizen reception process requirements
"y AR ¢ Complaint management

ﬁ.}‘g Call Center 142 * Call Center 142 Standard operation procedures

* Citizens’ satisfaction evaluation procedure

" Digital &
/ Online Services

"'-'l/‘—»“

\‘; Self-service desks in
/ DOST centers

ISO 9001:2015 Quality Management System
ISO 10002:2018 Quality Management Customer Satisfaction
DOST Centers provide home-care services . S Ny
and conducts regular monitoring of @ ISO 26000:2010 Social Responsibility
e CuSdIfEeion ISO 37001:2016 Anti-Bribery Management System
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DOST services: citizen reception process

o Service provision and information exchange processed through a Centralized Electronic Information System (CEIS)

Registration and queue

R A b
DOST centers p
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: : L1
Appeals subsystems
Response to citizens ; Organizations under the
e e e e e e e e e e e e e e e e e e e e e e e e e e e : Ministry of Labor and

Sosial Protection of Population
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Sacial Prosection of

DOST electronic services and information exchange

Centralized Electronic Information System and Subsystems

Labor Contract . Reception of
g s Social Payments .
Notification Citizens

. Targeted Social Document
Pension . . .
Assistance Circulation
Disability Insurance Call Center
Children Deprived Financial Tasks
of Parental Care Assistance
Sanatorium-Resort Employment Monitoring
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DOST Centers

We aim to establish 17 regional DOST

Centers and 55 regional branches
by the end of 2025

DOST in the liberated territories
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The ‘Smart DOST’ service point was put
into operation in the liberated from
occupation Aghali village of Zangilan
district. The opening ceremony was
attended by the President of the Republic
of Azerbaijan on 27 May 2022
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D&ST

location strategy

~ Balakan
o, S d

| ez . 6 DOST Centers active in Baku and
n b Khachmaz
S 4 Gusare H H
+ +Gakh Q Absheron district
R Shabran
g Q :
+Aghstaf M v
. Gy , Sheki s
Gaza
- * Oghuz ] Siyazan
g ik \ « Gabala Coverage of more than
» Shamkir Q 3 : ismayilli e 3,000, 000
. Goranboy Mingechevir . * o
Ganiany e A : G Sumgayit 30% of the population
eviakiie  Aghdash Goycha N T
Gadabay Naftalane . NS » Agh: °
* Go\./gol el Aghsu Gobustan Of the country
Dashkasan Q Ujar
Bitare P » Zardab » Kurdamir
) Aghdam | pghiabadi Q * Hajigabul
Kalbadjar e ) Sabirabad
° imishli Shirvan
« Khankendi = Saatlie
Beylagan
- . .
Sadarak LaChT Shusha Khojavand Salyane
» Fuzuli
Sharur e Bilasuvar
Kangar Shahbuz 9 \
Gubadli . Neftchala
* _ Jabrayil .
Babek )
Nakhchivan Ja"'a.bad
dfa Zan.gilan Q
Ordubad AGHALI - AGHILUI VILLAGE ” Masalli
SMART DOST BRANCH -
Yardimli
« Lerik %
Lankaran

9 Regional DOST centers e DOST branches 9 DOST branche with a special status Astaras
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DOST services: main statistical indicators

DOST centers

Requests

237,663

mmn®
Duration of service

Waiting time

it 52 DBST
Proscton of Popadation  *77% . st

Total requests
(2019-2023)

1,507,105

Average number
of services/day

(2023)

3,256

Citizen
satisfaction

Call center 142

Total calls
(2019-2023)

582,689 3,985,317

DOST services in dynamics

916.338

691.406

618.287
582.689

Average number
of calls/day

410.575

amm®
Duration of service

237.663

177.632

7,982

" Number of requests

Waiting time [ Number of calls
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DOST Volunteer Program

oung Silver Distant Corporate Inclusive
DOST DOST DOST DOST

Youth Reintegration Digitization Interagency Equality &
development & bridging & Inclusivity communication Accessibility
Age 16-29 generations Age 14+ & CSR Age 16-29

Age 55+

Applications and participants

Total Total
received accepted
applications participants
88,920 3,371
Applications Participants
received accepted
in 2023 in 2023
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Volunteers in the provision of services

Queue management E-systems usage support Awareness & communication
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International recognition and awards

DOST Agency obtained 9 international awards and
3 finalist certificates in 2021-2023

@) issa | BT

Certificate
of Excellence

European Social Services Award. European Social Network

Certificate of Excellence in Service Quality. /nternational Social Security Association
3 Best Practice Awards for Europe-2022. International Social Security Association
Certificate of Honor. The International Association of Pension and Social Funds

F O SR

One of the TOP-3 advanced reforms in the country. EU Business Environment Report
2021

2 projects selected as finalists for the European Social Services Award. European Social
Network

v' The Best CSR strategy for the "Volunteer DOST' program. Within Global HR SUMMIT
2023

<

DOST model was recognized and listed by the UN South-South
Galaxy as ‘Innovative public service solution’
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AWARDED TO:

Agency for Sustainable and Operational
Social Security (DOST), Azerbaijan

For the successful application of the
ISSA Guidelines on Service Quality
edition 2019

Z/ZM)- ,,,?M__ﬁ &jﬁ:—/“fg’_

Prof. Dr Joachim Breuer Marcelo Abi-Ramia Caetano
President Secretary General




DOST priorities 2023-2025

DOST services digitization
Citizens short-circuit access to services

DOST regional coverage expansion
including Eastern Zangazur and Karabakh DOST program

Existing services improvement. New services development

Maintain accessibility of DOST centers

Emphasize the inclusiveness and universality of services. X | \\\\>§\

DOST Concept international promotion and positioning

o DOST services optimization and quality improvement

ooooo
-----

mndsen,, 7 DBST AGENCY FOR SUSTAINABLE AND OPERATIVE SOCIAL PROVISION | wwwadostgov.az



e Y

R

- A
£ = = ane TR
h - - =53 ‘w/.-

Ny 4

TR .

-
B 3 — Vg
ke 3 T
-

™ S

R
BTN iyl o F
WISy oy s 15 4

e _m».\.‘...\n Y)

[

service o
quality

2 1554

[E[ETRERRT]

0
a

|
4]
if

Q
[dE[ETRE RN}

Thank youl!




