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DÖVLƏT ORQANLARININ QAYNAR XƏTT TELEFON XİDMƏTLƏRİNİN 
FƏALİYYƏTİNİN  MONİTORİNQİNƏ DAIR HESABAT

Nəşr olunmuş bu çap məhsulu Amerika Birləşmiş Ştatlarının Beynəlxalq İnkişaf Agentliyi 
(USAİD) vasitəsilə və Amerika xalqının köməyi sayəsində ərsəyə gəlmişdir, ABŞ Beynəlxalq 
İnkişaf Agentliyi və “Counterpart İnternational” arasında imzalanmış No.112-A-00-05-00050-
00 saylı qrant müqaviləsinin şərtlərinə uyğun olaraq mümkün olmuşdur. Buradaki movzular 
müəllifə məxsusdur və hech bir halda  USAİD və ABŞ hökumətinin mövqeyini əks etdirmir. 
 
 
ABŞ-ın Beynəlxalq İnkişaf Agentliyinin Vətəndaş Cəmiyyəti Layihəsi  Qeyri Kommersiya Hüququ üzrə 
Beynəlxalq Mərkəzinin tərəfdaşliği ilə Counterpart İnternational Təşkilatı  tərəfindən həyata keçirilən 
təşəbbüsdür. ABŞ-ın Beynəlxalq İnkişaf Agentliyinin Vətəndaş Cəmiyyəti proqramın məqsədi ölkə 
vətəndaşları və Azərbaycan hökuməti üçün önəmli maraq kəsb edən  iqtisadi və sosial islahatların icrasının 
təmsilçilik əsasında qurulmuş inkişafına dəstək verməkdir.

THE REPORT REGARDING THE MONITORING OF THE ACTIVITY OF 
HOT-LINE TELEPHONE SERVICES OF THE STATE BODIES

This publication is made possible by the support of the American People through the United States 
Agency for International Development (USAID) under the terms of Award No. 112-A-00-05-00050-00 
between USAID and Counterpart International. The contents of this book are the sole responsibility of the 
author(s) and do not necessarily reflect the views of USAID or the United States Government.

 
The Civil Society Project is a United States Agency for International Development initiative, implemented 
by Counterpart International in partnership with the International Center for Not-for-Profit Law. The goal 
of USAID’s Civil Society Project is to assist the citizens of Azerbaijan and the Government of Azerbaijan 
(GOAJ) to institutionalize pluralistic, representative approaches to shaping and implementing economic 
and social reform.
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SUMMARY

On July 28, 2007 the President of the Republic of Azerbaijan approved the National Strategy on Increasing 
Transparency and Combating Corruption and the action plan by the Decree No 2229. The international 
organizations and national NGOs actively participated in preparation of the National strategy which will 
cover the period from 2007 to 2011. Various working groups established under the State Commission for 
Combating Corruption have been attracted to preparation of the strategy and the action plan. The action plan 
determined the chart of activities which shall be conducted by the government in various directions. The 
National Strategy provides large room for cooperation with national NGOs. The “partner organizations” 
section of the Action Plan also includes national NGOs. And this on its turn provides opportunity for 
the civil society of the country to conduct struggle against corruption by means of cooperation with the 
government.

This report prepared by the NGO Coalition of Citizens’ Labour Rights Protection League, Azerbaijan 
Young Lawyers’ Union,  Eurasian Lawyers’ Association and Azerbaijan Lawyers’ Confederation has been 
prepared based on the monitoring of the measures taken for strengthening public relations, particularly 
establishment of hot-line systems at the state bodies and public awareness raising, activity related to the 
establishment of the system for taking efficient measures related to the information submitted via hot-line 
which is the activity provided in the paragraph 16 of the II section of the Action Plan.

The monitoring covers establishment of the hot-line system at the state bodies during 2008 as it was 
provided by the Action Plan regarding implementation of the National Strategy on Increasing 
Transparency and Combating Corruption and situation with activity related to the establishment of the 
system for taking efficient measures related to the information submitted via hot-line.

The monitoring of the hot-line systems of the state bodies covered 35 central executive authority organs. 
The monitoring of the hot-line system covered mainly establishment of the hot-line telephone services, 
information and complaints submitted via hot-line system and at the same time, the measures taken for 
raising public awareness regarding these services. 

The following monitoring tools have been applied during monitoring of the establishment of the hot-
line system at the central executive authority organs, awareness raising of population regarding the hot-
line system and researching the situation related to organization of the efficient reaction to the information 
submitted via hot-line system. 

• Sending the written questionnaires related to the establishment of the hot-line system at 
the central executive authority organs, their technical indicators and organization of the efficient 
reaction to the information submitted.

During application of this tool information questionnaires have been sent to 35 central executive authority 
organs included to the Cabinet of Ministers structure.

• Verification of the effectiveness of the efficient measures by applying to the hot-line systems 
in the names of various bodies (legal entities, individuals and etc.) 

By a sampling method the appeals have been made to the hot-line systems of these organs and the 
registration was conducted.

• Determining the level of public awareness regarding the hot-line systems by means of 
surveys. 

Within this activity the survey has been conducted in 6 regions of the country. 
The outcomes regarding each of the three tools have been processed and the final report and 

recommendations have been prepared.

The final conclusions regarding monitoring of the establishment of the hot-line system at the state 
bodies and awareness raising of population about it, activity related to the establishment of the system for 
taking efficient measures related to the information submitted via hot-line are as follows.

1.  The relations between the State bodies, at which the hot-line system, particularly the hot-line 
telephone services have been established, and the population have been strengthened. Persons applying to 
these bodies via the hot-line system got possibility both to obtain information and to more efficiently submit 
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their complaints to the appropriate state bodies.
2. The activity of the hot-line system at the central executive authority organs, particularly the activity of 

hot-line telephone services increases the sense of responsibility of the local divisions of these bodies. 
3. Absence of the unique methodology regarding establishment of the hot-line system at the appropriate 

state bodies caused difficulties at many state bodies related to the establishment of this system. 
4. Absence of deadlines for establishment of hot-line systems by state bodies and absence of account for 

non-establishment of such hot-line systems causes negligent attitude of the officials of many state bodies 
to this important activity.
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THE CONDITIONS MAKING IT NECESSARY TO ESTABLISH 
HOT-LINE SYSTEM

The National Strategy on Increasing Transparency and Combating Corruption approved by the Decree No 
2229 of the President of the Republic of Azerbaijan on July 28, 2007 states that, “To combat corruption, it 
is envisaged to strengthen internal control units within state authorities, and enhance their material-
technical resources. Opportunities shall be provided to enable individuals apply to those units directly, 
and for these units to have a more prompt decision-making process. To strengthen relationship with 
the public, measures are thought to establish hot-lines and a system aimed for taking prompt action 
on the information received through hot-lines, and inform the public of these hot-lines. It is envisaged 
to improve the legislation regulating the protection of whistleblowers.”.

Improvement of the access to the information resources of the state bodies, provision of the efficient 
reaction to the appeals of the population was considered as a priority issue in the National Strategy. 
Establishment of hot-line systems at the state bodies was provided in the National Strategy for this purpose 
and implementation of the relevant efficient measures in response to the appeals was stated as a strategic 
issue. Implementation of the activity stated in the paragraph 16 of the Action Plan adopted with the purpose 
to implement the National Strategy was provided for the year 2008. Although there is no unique instruction 
related to the establishment of the hot-line system or the normative document that would regulate this 
system, the hot-line in some state bodies have been organized both via internet and telephone line. One part 
of the central executive authority organs established 3 digits automated hot-line  telephone services. 

The information prepared by the Commission of the Republic of Azerbaijan on Combating Corruption 
on measured taken for implementation of the National Strategy on Increasing Transparency and Combating 
Corruption (2007-2011) states in its paragraphe 18 that, “Regarding implementation of the paragraphe 
16 of the Action Plan,  Hot-lines have been established at majority of the state bodies. With the 
purpose to respond the appeals of the population to the Ministry of Labour and Social Protection of 
Population the activity of the 142 phone number has been provided. Generally the hot-line has been 
applied in all central executive authority organs. Except for some executive bodies (Balakan, Shamkir, 
Sumgayıt), majority of the local executive authorities satisfactorily implemented this paragraph of 
the Action Plan”. 

The Monitoring conducted by the NGO Coalition consisting of Citizens’ Labour Rights Protection 
League, Azerbaijan Young Lawyers’ Union, Eurasian Lawyers’ Association and Azerbaijan Lawyers’ 
Confederation show that the activity in this field was launched and perfect hot-line systems, including hot-
line telephone services have been established in a range of state bodies. 

As a result of the monitoring which covered 35 central executive authority organs included to the 
Cabinet of Ministers structure it was determined that relations of population with central executive 
authority organs which established perfect hot-line system have strengthened, the awareness of 
population regarding these organs have increased, implementation of efficient measures regarding 
complaints submitted via the hot-line has been partially provided. As a consequence, the amount of 
written appeals (sent by post or submitted directly to the reception) to the state bodies with hot-line 
systems meeting contemporary deman have decreased. At the same time part of the citizens could 
settle their problems via hot0line without waiting for the audience of the officials.

 At the same time as a result of monitoring it was determined that in a range of state bodies the hot-
line is either not established or several phone numbers were just formally provided for the hot-line. The 
effectiveness of such phone line is very low. In such cases, these numbers are either usually busy or are 
not responded. In other cases the person responding the call is either not authorised or does not have the 
requested information. Such attitude towards hot-line system establishment of which is provided in the 
Action Plan, in fact shall be estimated as non-implementation of an important provision of the National 
Strategy.

Whereas establishment of the hot-line system is just a technical matter, provision of efficient respond 
to the appeals made to this system, provision of correct information, efficient investigation of complaints, 
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elimination of the problems complained requires much more efforts. In the process of monitoring it was 
eobserved that even in the central executive authority organ possessing perfect hot-line system meeting all 
technical requirements has multiple shorcomings in receiving the appeals and taking efficient measures 
regardin the information submitted. Increase of experience and training professional human resources in 
this field is very important.

Another actual problem determined within the monitoring is activity in the field of public awareness 
raising regarding hot-line system.  The fact that 64 % of 900 respondents from 6 regions of the country do 
not have information about existence of the hot-line systems at the state bodies shaw that the activity in this 
field is not effective. The only state body conducting greate informational work regarding hot-line services 
is Ministry of Taxes. The information about hot-line systems of other state bodies is mainly provided on 
their web-pages. If we take into account that the improtant part  of the population, particularly the population 
of regions have very low access to Internet, then we may see the reasons of lack of information.

Another serious problem is restricteb opportunity of regional population to use the hot-line telephone 
services. It is improtant that, irrelevant of the regions where the person resides the hot-line telephone 
service shall be accessable and free of charge for every body.

Although the National Strategy covers years 2007-2011, earlier completion of the activities in the 
field of establishment of the hot-line systems is important. Thus, the hot-line system has been established 
only in a part of the central executive authority organs, but these systems shall be organized in all state 
bodes, including local governmental bodies. It is also mentioned in the information of the Commission on 
Combatting Corruption that the situation in this field is not satisfactory in regions.
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THE MEASURES TAKEN WITH THE PURPOSE TO RESEARCH THE 
ACTIVITY OF THE HOT-LINE TELEPHONE SERVICES

The effectiveness of the activity of the hot-line telephone services provided in the answers to the 
information questionnaires which have been sent to 35 central executive authority organs covered by the 
monitoring has been verified by another monitoring tool. Various legal entities and individuals made appeals 
to the hot-line systems of these organs and the registration was conducted

Application of these tools gave the following outcomes.

1. Ministry of Foreign Affairs – the Hot-line telephone system does not work. In majority of cases the 7 
digit phone number provided on the web-page is not answered. But when the phone is answered the 
person may be throught with the appropriate department via operator..

2. Ministry of Internal Affairs – two 7 digit phone numbers have been provided for hot-line. These 
numbers haven’t been answered when called at various times. 

3. Ministry of National Security  – one 7 digit phone number has been provided for hot-line. Calls made 
to this number have are answered. But at the same time, this line may not be considered a hot-line 
telephone service.

4. Ministry of Defence  – the Hot-line telephone system was not established. It is difficult to reach the 
ministry by any phone number.

5. Minsitry of Defence Industry  – the Hot-line telephone system was not established. The hot-line is 
provided only via web-page and e-mail.

6. Ministry of Justice – five 7 digit phone numbers have been provided for hot-line at the ministry. The 
calls are answered and efficient measures are taken.

7. Ministry of Finance – it was impossible to obtain any information regarding hot-line telephone 
services at the ministry. 

8. Ministry of Taxes – the automated 3 digit hot-line telephone service of the ministry is active. The 
calling person is automatically throught with the relevant expert regarding the determined issue. The 
requests are replyed efficiently.

9. Ministry of Economic Development – the hot-line is absent, ther questions are answered only by 
means of local phone line.

10. Minsitry of Industry and  Energy – it was impossible to obtain any information regarding hot-line 
telephone services at the ministry.

11. Ministry of Labour and Social Protection of Population – although the ministry provided information 
that there is hot-line servise at the number 142, the phone statetion provided information that such 
number does not exist. 

12. Ministry of Agriculture – it was impossible to obtain any information regarding hot-line telephone 
services at the ministry.

13. Ministry of Ecology and Natural Resources – although two 7 digit phone numbers have been 
provided for hot-line, numbers haven’t been answered when called at various times. 

14. Ministry of Culture and Tourism – the conditions for contacting appropriate persons via local phone 
line have been created. But  the Hot-line telephone system was not established. 

15. Ministry of Education – one 7 digit phone number has been provided for hot-line. But this service 
registers only complaints regarding examinations. 

16. Ministry of Health – it was impossible to obtain any information regarding hot-line telephone services 
at the ministry.

17. Ministry of Communication and Information Technologies – one 7 digit phone number has been 
provided for hot-line. But this number hasn’t been answered when called at various times.

18. Ministry of Youth and Sports - one 7 digit phone number has been provided for hot-line. The calls are 
answered.

19. Ministry of Transport – one 7 digit phone number has been provided for hot-line. But the number 
provided as a hot-line is not answered.

20. Ministry of Emergency – it was impossible to obtain any information regarding hot-line telephone 
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services at the ministry. 
21. State Committee for Securities near the President of the Republic of Azerbaijan - one 7 digit phone 

number has been provided for hot-line. The calls are not answered..
22. State Committee on Deals of Refugees and Internally Displaced Persons – the Hot-line telephone 

system was not established. The hot-line is provided at the web-page. It is possible to contact the 
committee and the approriate departments via local phone line.

23. State Committee of Town-planing and Architecture –  the Hot-line telephone system was not 
established. The appeals are received via local phone line.

24. State Customs Committee – it was impossible to obtain any information regarding hot-line telephone 
services at the committee.

25. State Committee of Land and Cartography – one 7 digit phone number has been provided for hot-line. 
The calls are answered.

26. State Committee on Family, Women and Children Problems – one 7 digit phone number has been 
provided for hot-line. The calls are answered.

27. State Statistical Committee – one 7 digit phone number has been provided for hot-line. The calls are 
answered and appeals are efficiently replyed.

28. State Committee on Work with Religeous Organization  – it was impossible to obtain any information 
regarding hot-line telephone services at the committee.

29. State Committee on Work with Azerbaijanis Residing in the Foreign Countries – the automated 3 
digit hot-line telephone service of the committee is active. Calls are automatically answered and the 
contacts are established with appropriate departments. 

30. State Committee for Management of the State Property – the automated 3 digit hot-line telephone 
service works only during the working day. 

31. Real Estate State Resgister Service of the Republic of Azerbaijan – presently the hot line meeting 
contemporary requirements is in the process of establishment (according to the information provided 
by the service). The 7 digit phone number provided for hot-line was not answered.

32. State Social Protection Fund –  the automated 3 digit hot-line telephone service is active. Calls are 
automatically answered and the contacts are established with appropriate departments.

33. State Agency on Standardization, Metrology and Patent  – four 7 digit phone numbers have 
been provided for hot-line. Calls are answered and the contacts are established with appropriate 
departments.

34. Copyright Agency – three 7 digit phone numbers have been provided for hot-line. Calls are answered 
and the contacts are established with appropriate departments.

35. State Purchases Agency -  it was impossible to obtain any information regarding hot-line telephone 
services at the agency.
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OUTCOMES OF THE SURVEY CONDUCTED WITH THE PURPOSE TO DETERMINE 
THE STATE OF PUBLIC AWARENESS REGARDING ACTIVITY OF THE HOT-LINE 

TELEPHONE SERVICES

With the purpose to learn about establishment of the hot-line telephone services, the measures taken 
for raising public awareness regarding these services, the survey has been conducted in 6 leading regions 

of the country – Shaki, Ganja, Lankaran, 
Guba, Zagatala and Mingachevir. Generally 
150 persons from each region and totally 
900 respondents have been attracted to the 
survey. 76 % or respondents were men, 24 % 
- women. 

 6,7 % of respondents were in the age group 
of 18-24 years old, 20,4% - 25-34 years old, 
17,5% - 35-44 years old, 46,2% - 45-54 years 
old, 9,2 % were 55 years old and older. 

The respondents were offered to answer the questionnaire 
consisting of 6 questions. The main purpose of the surwey was 
to research the level of public awareness regarding the hot-
line systems, the how efficiently are their appeals responded, 
outcomes of the use of the hotline systems and opinion of the 
population related to the hot-line system.   With this purpose, the 
survey has been conducted in 6 leading regions of the country 
except for capital Baku.

The first question was whether respondents 
have information about existence of the hot-
line at the state bodies. 36,4 % of respondents 
stated that they have information about existence 
of hot-line systems, 63,6 % - stated that they do 
not have any information about it. 

How did you obtain information about 
“hot-line” systems established at the state 
bodies?

52,8 % learned about it from television, 12 
% - from advertisement boards, 35,2 % - from 
newspapers and other sources. Majority of 
respondents particularly emphasized that from 
advertisement boards they obtained information 
about  the hot-line of the Ministry of Taxex 
(195).
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Whether the respondents used the hot-
line systems of the state bodies. 7,6 % of 
respondents answered that they often use these 
services, 29 % - sometimes use the services, 
63,4 % - stated that thay do not use it. 

With which purpose you mainly use the 
hot-line services?

52,6 % of respondents answered that they 
use it for obtaining information, 38,6 % -  for 
complaining, 8,8 % - with other purposes.

How your appeals were responded?
To this question 4,5 % of respondents 

answered that there was no responce to their 
appeals, 17,3% - there was responce, but the 
problem was not settled, 78,2 % - mentioned 
that there was responce and the problem 
was settled. When we investigated the high 
indicator of the last type of answer, it was 
determined that the responds to the appeals 
are efficient in several state bodies. As a result 
appeals are immediately responded and the 

indicators of complaints settlements are higher than in other forms of appeals (e.g. written appeals).

How you evaluate the establishment of 
the hot-line systems at the state bodies?

The answeres were as follows: 
34,2 % of respondents stated that it will have 

positive outcomes, 12,7 % - it will have no 
effect, 53,1 % - mentioned that the transparency 
and responsibility of state bodies will increase 
as a result.
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OUTCOMES OF THE SURVEY

The outcomes of the survey conducted among 900 respondents with the purpose to research the 
establishment of the hot-line systems and monitor the measures taken for raising awareness of the population 
about it, research the level of public awareness regarding the hot-line systems, the hot-line usage indicators, 
outcomes of the use of the hotline systems and opinion of the population related to the hot-line system 
which is the activity provided in the paragraph 16 of the section on the activity of the Government and 
Local Self-Government of the Action Plan regarding implementation of the National Strategy on Increasing 
Transparency and Combating Corruption, show that, although appropriate state bodies conduct activity in 
the field of awareness raising of the population, the requirements provided in the action plan haven’t been 
fully observed. Thus although some state bodies, particularly Ministry of Taxes conduct activity in this 
field, this activity is not so broad in other central executive authority organs.

At the same time, the high indicators of the hot-line systems of the Ministries of Justice and Health 
show that the population made efforts for obtaining information about these systems. As far as the hot-line 
system of the State Social Protection Fund has been recently established it is expected that the usage of 
these system will also increase in the future. 

Population using the hot-line systems mentions that these systems mainly have positive outcomes. And 
this show that establishment of these new and more efficient systems is quite necessary. Thus, the reaction 
to written complaints and suggestions is much slower. Thus in general, outcomes of the survey show that 
the Commission for Combating Corruption and the Cabinet of ministers shall take undelayable measures 
and make appropriate decisions for raising awareness of the population regarding hot-line systems.
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RECOMMENDATIONS

• The unique instructions shall be prepared about establishment of Hot-Line telephone services 
by the Commission for Combating Corruption, its technical indicators, reception of information and 
complaints and regulations for efficient reaction and fields of services and establishment of Hot-
Line telephone services in accordance with these instructions or adaptation of the existing systems 
shall be ordered to all state bodies taken into account for establishment of such services provided in 
the Action Plan regarding implementation of the National Strategy on Increasing Transparency and 
Combating Corruption.

• The public the broad room shall be provided for public awareness regarding the Hot-line 
telephone services. Publication and distribution of particular booklets, placing of information in the 
Mass Media and preparation of special preview trailers and broadcasting at the central and local TV 
channels shall be organized for this purpose. The information about the Hot-line telephone services 
shall be placed at the entry to the central administration buildings of state bodies and buildings of 
their regional (district) divisions at the visible places. The information about the Hot-line telephone 
services shall be placed at the advertisement hoarding   

• Other hot-line means (on-line hot-line systems functioning on the web pages) shall be 
adapted to the contemporary demand and the existing systems shall be improved.

• At the end of each quarter, the appropriate state body shall inform the public and disclose the 
statistics regarding information, complaints submitted via hot-line system and efficient measures 
taken upon this information and complaints.

• The articles determining responsibility for non-responsiveness to the information and 
complaints submitted via hot-line shall be added to the Code on Administrative Violations.


