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OBECNA CAST

Zavolanim na klientské centrum s cislem +420 974 801 801 klient nebo zastupce klienta
potvrzuje, Ze je srozumeén se zpracovanim svych osobnich tdaju (osobnich udaju klienta)
v rozsahu uvedeném nize.

Volajici si zvoli, v jakém jazyce (Cesky, anglicky) bude hovor veden a zdali se hovor tyka ob¢ana
EU a jeho rodinného prislusnika, nebo obcana treti zeme.

Volajici také zvoli, v jaké zalezitosti se na klientské centrum obraci (pro sdéleni Cisla jednaciho a
stavu fizeni slouzi provolba cislo 0, provolba cislo 1 slouzi pro objednani na pracoviste
Ministerstva vnitra a provolba Cislo 2 pro poskytovani souhrnnych a zacilenych informaci tykajici
se pobytové a migracni problematiky). Pokud neni opakované zvolena ani jedna moznost, hovor
bude automaticky ukoncen.

Volajici souhlasi s tim, ze hovor je nahravan. V opacném pripadé volajici hovor ukonci.
O tomto je radne poucen pred zacatkem hovoru.

Provozni doba klientskeého centra je zverejnéna na webovych strankach Ministerstva vnitra v
sekci Kontakty a na Informacénim portalu pro cizince (dale jen ,”) v sekci Kontakty.

V klientském centru nejsou poskytovany kontaktni informace na zameéstnance Ministerstva vnitra.
Operatori klientského centra nemaji pristup do slozek cizincu a jednotlivych fizeni.

V ramci jednoho telefonického hovoru Ize, vyjma linky pro sdéleni Cisla jednaciho a stavu fizeni,
standardne vyridit pozadavek pouze pro jednoho klienta. To se tyka objednavani i zodpovidani
dotazl k pobytové a migracni problematice. Rodinni pfislusnici v pfimé vzestupné nebo sestupné
linii budou objednani soucasné na jeden termin v ramci jednoho telefonického hovoru, pokud to
dovoluje kapacita pracovisté. Operator muze vést hovor pouze s jednim klientem, klientské
centrum neumoznuje provadet konferencni hovory.

Obslouzeni volajictho muze byt v pripadé pochybnosti o identifikaci volajiciho nebo klienta
odmitnuto (napf. z duvodu neposkytnuti svych osobnich udaju, ¢i osobnich udaju osob,
které zastupuje).

Telefonni hovor muze byt ukoncen také v pfipadech, kdy dochazi k neprfimérenému chovani
klienta vuci telefonnimu operatorovi, klient opakované nepostupuje dle pokyntli operatora, nebo
je dotaz nad ramec poskytovanych informaci.
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Poskytnuté osobni udaje jsou zpracovany pouze pro ucely rezervace terminu a pripadnych zmen
v rezervaci Ci pozdejsich objednavek, sdeleni Cisla jednaciho a stavu rizeni, zdokumentovani
bezpecnostnich incidentu, véetné vyhodnoceni pripadnych stiznosti a naroku. Tato data nejsou
Ministerstvem vnitra zadnému jinému subjektu poskytovana. Zaznam z telefonického hovoru je
automaticky ukladan na internim disku v zabezpecené oblasti. Doba uchovani zaznamu je 60 dni
od jeho porizeni. Po uplynuti této doby bude zaznam automaticky smazan.

PRAVIDLA PRO SDELENI CISLA JEDNACIHO A STAVU RIZENI

Telefonické sdéleni Cisla jednaciho a stavu fizeni probiha pouze pod provolbou 0.

V ramci telefonického rozhovoru pro sdéleni Cisla jednaciho poskytuje klient své osobni udaje, €i
udaje osob, které zastupuje, a to v rozsahu: ¢islo cestovniho dokladu nebo prukazu totoznosti
obc¢ana Evropské unie, jméno a prijmeni, datum narozeni a adresu hlaseného bydliste v Ceské
republice.

V ramci jednoho telefonického hovoru Ize vyfidit sdéleni Cisel jednacich a stavu rizeni pro 5 osob.
Informace o stavu fizeni jsou poskytovany z Informacniho portalu pro cizince.

PRAVIDLA PRO TELEFONICKE OBJEDNAVANI

Telefonické objednani na kontaktni pracovisté Ministerstva vnitra probiha pod provolbou 1.

V ramci telefonického objednavani bude dodrzovana spadova oblast klienta k danému pracovisti
dle rozdeéleni, které je uverejneno na danych pracovistich a IPC. Vyjimku tvori ohlaseni zmeny
adresy, kdy klient bude objednan na spadové pracoviste podle nové adresy.

Rezervace terminu tykajici se registrace po pfijezdu do Ceské republiky v souvislosti s néslednou
realizaci pobytu se provede v moment&, kdy se cizinec nachazi na Uzemi Ceské republiky.
Objednani pred pfijezdem do Ceské republiky neni mozné. Jedna se o tkon, ktery nasleduje po
uskuteénéném vstupu na Gizemi Ceské republiky, objednani pfed vstupem neodpovidd zdkonnym
podminkam. Cizinec s D/VR vizem se do 30 pracovnich dnu dostavi na kontaktni pracovisté
Ministerstva vnitra, nebo se alespon v této lhité objedna.

V ramci telefonického objednani poskytuje klient za ucelem rezervace terminu pro navstévu
pracoviste své osobni udaje, ¢i osobni udaje osob, které zastupuje, a to v rozsahu:

Jméno, prijmeni, datum narozeni, statni pfislusnost, ¢islo cestovniho dokladu nebo prikazu
totoznosti obcana Evropské unie, telefonni Cislo, e-mail a hlasovy zaznam. Poskytnuti uvedenych
osobnich udaju je nezbytné pro vytvoreni rezervace terminu tak, aby bylo zabranéno zneuzivani
objedndvaci sluzby a zaruCen rovny pristup vSech klientu na shora uvedena pracovisté
Ministerstva vnitra ve smyslu § 7 zakona ¢. 500/2004 Sb. spravniho radu, ve zneni pozdejsich
predpisu.
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Termin rezervovany pres telefonni linku se cizinci zobrazuje v tiskarné poradovych listku pod
jeho jménem na pfislusném pracovisti. V pripadé terminu rezervovanych pres IPC bude cizinec
vyzvan k zadani c¢tyrmistného PIN-kodu, ktery obdrzel e-mailem.

Klient obdrzi potvrzeni o telefonicky rezervovaném terminu formou e-mailu a/nebo SMS zpravy,
vyjma terminu pofizeni biometrickych udaji. SMS zprava bude klientovi odeslana pouze na
ceské telefonni Cislo.

Poskytnuté osobni udaje jsou zpracovavany pouze pro ucely rezervace terminu a pripadnych
zmeén v rezervaci Ci pozdéjsich objednavek, zdokumentovani bezpecnostnich incidentu, vCetné
vyhodnoceni pfipadnych stiznosti a narokld. Tato data nejsou Ministerstvem vnitra zadnému
jinému subjektu poskytovana. Zaznam telefonického hovoru je automaticky ukladan na internim
disku v zabezpecené oblasti. Doba uchovani zaznamu je 60 dnu od jeho pofizeni. Po uplynuti
této doby bude zaznam automaticky smazan.

Klientovi bude nabidnut nejblizsi mozny termin objednani, nejdrive vSak nasledujici pracovni
den. Neni zohlednéno, zda je rezervovany termin v zakonné |hité ukonu, ke kterému se klient
objednava. Obecné dotazy k nalezitostem zadosti, Ihutam ¢i souhrnné a zacilené informace

k pobytové a migracni problematice jsou zodpovidany pod provolbou 2.

Termin a cas rezervace ucinény telefonicky prostrednictvim klientského centra je mozné
opétovné preobjednat nebo zrusit s vyjimkou termint uvedenych v bodé 23. V tomto pripadé pak
operator vybere dalsi nejblizsi volny termin objednani.

Prostrednictvim objednavaci linky neni mozné preobjednat nebo zrusit planovany Ci rezervovany
termin, popr. termin stanoveny ve vyzve spravniho organu, ani omluvit nedostaveni se k:

- porizeni biometrickych udaju (zobrazeni obliCeje, otisky prstl) a dalSich udaju nezbytnych

k vydani (vyrobé) priikazu o povoleni k pobytu,

* k vydani zminovaného prukazu,

- k vyslechu, resp. podani svedecké vypovedi.

Pri zadosti o preobjednani, zruseni nebo omluvu je nutné postupovat podle § 37, odst. 4, zakona
C. 500/2004 Sb., spravni rad, v platném znéni.

Zmocneény zastupce se objedna za ucelem vyrizeni ukonu na plnou moc k zastupovani pouze
podle spadovosti cizince. Rezervace terminu bude vytvorena maximalné na ctyri ukony denne v
jeden cas. Vyjimku ma ukon nahlizeni/seznameni se spisovym materialem, kdy bude zmocnény
zastupce objednan pouze na pracoviste podle umisténi spisového materialu.

V pripadech, kdy je pro odbaveni klienta nutné zajistit spisovy material (zejména seznameni se
spisovym materialem), objedna operator termin pouze tehdy, pokud se bude spisovy material
nachazet v pozadovaném terminu na kontaktnim pracovisti. V opacném pripade bude spisovy
material na pracovisté vyzadan a volajici zpétné kontaktovan pracovistem ze skrytého cCisla s
informaci o terminu dostupnosti spisového materidlu k pozadovanému ukonu. Vyzadani
spisového materialu je zavazné.

V pripade, ze volajici pozaduje nahlizet do spisového materialu z vlastni iniciativy nebo s vyse
uvedenym postupem nesouhlasi, je zapotfebi pozadat o provedeni ukonu formalné, v souladu se
zakonem ¢. 500/2004 Sb., spravni rad, v platném zneni.
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PRAVIDLA PRO POSKYTOVANIi OBECNYCH INFORMACI K POBYTOVE PROBLEMATICE

Poskytovani informaci probiha pod provolbou 2.

Volajicim jsou poskytovany obecné informace k pobytové problematice. Konkrétni informace Ci
osobni data nejsou telefonicky sdélovana. Dale neni poskytovan vyklad zakona, poradenstvi a
linka neslouzi k oficialni komunikaci se spravnim organem (nelze podat zadost nebo stiznost,
ohlasit zménu nebo pozadat o sdéleni citlivych informaci).

Pokud je Vas dotaz slozité pravni povahy Ci vyzaduje komplexni reseni a asistenci, kontaktujte
subjekt, ktery poskytuje poradenstvi (Centra na podporu integrace cizincu, Arcidiecézni charita,
nevladni organizace nebo advokatni kancelare).

Stanovisko vyjadrené na telefonni lince vychazi z informaci poskytnutych tazatelem a ma pouze
informativni charakter. Zavaznou povahu ma pouze text zakona ¢i podzakonného predpisu.

Stav rizeni zadosti je mozné oveérit pouze v rozsahu volné dostupné kontroly prostrednictvim
portalu IPC na tomto odkaze: https://ipc.gov.cz/informace-o-stavu-rizeni/. Klientské centrum

O v ¥y

Fizeni.

PRAVIDLA PRO POSKYTOVANI INFORMACIi NA EMAILU POBYTY@MV.GOV.CZ

Pravidla pro e-mailovou komunikaci a nasledné poskytovani informaci se ridi pravidly telefonické
komunikace, vyjma: pres email nelze zarezervovat, zrusit Ci pozmeénit termin na kontaktni
pracovisté Ministerstva vnitra. Doba uchovani e-maill je 60 dni od ukon¢ené komunikace

v navazujicim vlaknu.

V ramci e-mailové komunikace nelze ovéfrit spravnost zaslanych dokumentu ucastnikem frizeni.

Lhdta na vyfizeni Vaseho dotazu je 30 dni. Standardné se snazime odpovédét v co nejkratsi
BN mozné dobe.

odbor azylové a migraéni politiky MV CR
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Rules for Communication with the Client Center

for Providing Information to Foreigners

GENERAL RULES

By calling the Client Center for Providing Information to Foreigners at the telephone number
+420 974 801 801, the client or the client's authorized representative confirms that they are
aware of the processing of their personal data (client's personal data) to the extent set out
below.

The caller chooses in which language (Czech, English) the call will be conducted and whether the
call concerns an EU citizen and/or their family member or a third-country national.

The caller also chooses the matter they are calling about (to communicate the reference
number or to check the status of your application is option 0, option 1 is for making an
appointment at the Ministry of the Interior office and option 2 is for providing summarized and
comprehensive information about migration issues. If neither option is selected repeatedly, the
call will end automatically.

The caller agrees that the call is being recorded. Otherwise, the caller ends the call. The caller is
duly informed about this before the call starts.

The operating hours of the Client Center are published on the website of the Ministry of the Interior
in the section Contacts and on the Information Portal for Foreigners in the section Contacts.

The Client Center does not provide Ministry of the Interior employee’s contact information.
Client Center operators do not have access to any files and/or individual processes.

A request can be handled within one phone call for only one client except the line to
communicate the reference number or to check the status of the application. It is possible to
book time within one call for family members in the direct ascending or descending line if the
capacity of the office of the Ministry of the Interior allows. The operator can only have a call with
one client, the Client Center does not allow conference calls.

~ o

Telephone operator may refuse to accept the caller's request in case of any doubt regarding
the identification of the caller or their client (e.g., failure to provide their personal data
or personal data of the persons they represent).

A telephone call may also end in cases of an inappropriate behaviour of the client towards
the telephone operator, when the client repeatedly fails to follow the operator's instructions or
if the inquiry is beyond the range of the information provided.

FINANCOVANO EVROPSKOU UNIi
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The personal data provided is processed only for the purposes of making the appointment
and any changes to the booking or subsequent orders, communicating the reference number
and the status of the application, documenting security incidents, including the evaluation of
any complaints and claims. This data is not provided by the Ministry of the Interior to any other
entity. A record of the phone call is automatically stored on an internal drive in a secure area.
The retention period of the recording is 60 days from the time it was made. After this period,
the recording will be automatically deleted.

—
-

RULES FOR COMMUNICATING THE REFERENCE NUMBER AND THE STATUS OF THE APPLICATION

Telephonic communication of the reference number and the status of the application will only be
provided under option 0.

In the context of a telephone conversation for the communication of the reference number, the
client provides his/her personal data, or the data of the persons he/she represents, including:
name and surname, date of birth, the number of the travel document or identity card of a citizen
of the European Union and address of registered residence in the Czech Republic.

In one phone call, it is possible to communicate the reference numbers and status of application
for 5 people. Information on the status of application is provided on the Information Portal for
Foreigners.

RULES FOR MAKING APPOINTMENTS VIA CALL CENTER

Telephone operator make appointments to the Ministry of the Interior offices under option
number 1.

Telephone operator can make appointment to the Ministry of the Interior office based on the
client’'s area of residence. The distribution of the offices is published on the door of each
respective office and on the Information Portal for Foreigners. Reporting change in the place of
residence is the exception of this rule. Telephone operator will make an appointment at the office
of the Department for Asylum and Migration Policy according to the client's new address.

The reservation of the registration after arrival to the Czech Republic in connection with the
subsequent realization of the stay is made at the moment, when the foreigner is on the territory
of the Czech Republic. Making appointment before actual arrival to the Czech Republic is not
possible. This act follows after the entry into the Czech Republic, thus making appointment
before entry does not meet the legal requirements. A foreigner with D/VR visa must come to the
Ministry of the Interior office within 30 working days after arrival, or, at least make an appointment
for the nearest available date within this period, if the capacity of the office allows.

In order to make an appointment, clients shall provide their personal data or personal data of
persons they represent to the extent of: First name, last hame, date of birth, nationality, travel
document or identity card number of a European Union citizen, telephone number, email address
and voice recording. Provision of the above is necessary for the reservation of the appointment
in order to prevent abuse of the service and to guarantee equal access for all clients to the
above-mentioned offices of the Ministry of the Interior within the meaning of Section 7 Act No.
500/2004 Coll. of the Administrative Code, as amended.
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The appointment reserved via the call centre is displayed under the client's name in the ticket
kiosks at the relevant office. In the case of appointments booked via the Information Portal for
Foreigners, the client will be asked to enter a four-digit PIN-code, which the client receives via e-
mail.

The caller will receive confirmation of the telephone booking by email and/or SMS message,
except for the date of acquisition of biometric data. The SMS message will be sent to the client's
Czech phone number only.

The personal data client provides is used only for the purpose of making appointment, changes
in reservation, documenting security incidents including evaluation of any complaints and
claims. This data held by the Ministry of the Interior is by no means provided to any other entity.
The recording of the telephone call is automatically stored on an internal disk in a secure area.
Time retention period is 60 days since the date of the recording. The recording is automatically
deleted after this period.

Telephone operator offers the earliest available date for the appointment, but not earlier than

the next working day. No account is taken of whether the booked appointment is within the time
limit for the act set by the law to which the client is making an appointment. Questions about

the application form, deadlines or other general information are answered under option 2.

The date and time of the reservation made by telephone via the Client Center can be again
adjusted except for the dates referred to in point 23. In this case, the operator will then offer the
next available date for appointment.

It is not possible via phone to reschedule or cancel an appointment set in an official letter
issued by the Ministry of the Interior office, or to excuse an absence from the following acts:
 the acquisition of biometric data (facial depiction, fingerprints) and other data necessary
for the issuance (production) of the residence permit card,
e to issue the biometric card,
» to be interviewed or to give a withess statement.
If clients need to book another appointment, cancel or excuse themselves, they must do so
in accordance with § 37, section 4 of the Act No 500/2004 Coll., Administrative Procedure Code,
as amended.

The authorised representative can visit office of Department for Asylum and Migration Policy
according the client’s place of residence. The operator will book an appointment for a maximum
of four acts per day at one time. The operator will make appointment for the authorised
representative to the office according to the location of the file. Act of viewing/acquainting with
the file is the exception of this rule.

In cases where it is necessary to provide the client’s file material for the appointment (especially
for perusal of the file), the telephone operator may make an appointment only if the file material is
prepared at the office at the required date and time. Otherwise, the file material shall be
requested by the office and the client shall be contacted by the office from a hidden number with
information regarding the availability of the file material.

If the caller requests for perusal of the file based on his or her own initiative or does not agree
with the aforementioned procedure, they have the right to request the action to be carried out
formally in accordance with Act No 500/2004 Coll., Administrative Procedure Code, as amended.
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RULES FOR PROVIDING GENERAL INFORMATION ABOUT RESIDENCE MATTERS

Telephone operators provide information under option 2.

Telephone operator answers general information about residence matters. Specific information
or personal data are not provided via telephone. Furthermore, the line does not provide
interpretation of the law or legal consultations and is not considered an official communication
channel with the administrative authority (that is, it is not possible to submit a request or
complaint, report a change or request the communication of sensitive information).

If your query is complex or requires a complex solution and assistance, please contact an
authority that provides legal advice (e.g. Centres for Supporting the Integration of Foreigners,
Archdiocesan Charity, non-governmental organizations or law firms).

Telephone operators answer questions based on what information the caller provides and is for
informational purposes only. Only the law or legislative regulation(s) are legally binding.

The status of the application can only be verified within the scope of freely available control
through the Information Potal for Foreigners at this link: https://ipc.gov.cz/informace-o-stavu-
rizeni/. The Client Center does not provide any further information on the status of the
proceedings.

RULES FOR PROVIDING INFORMATION VIA EMAIL ADDRESS POBYTY@MV.GOV.CZ

E-mail communication and provision of information follow the rules for phone conversation, with
the following exemptions: appointments to any Ministry of the Interior office cannot be booked,
cancelled or rescheduled via e-mail. The retention period for e-mails is 60 days from the end

of the communication in the follow-up thread.

The accuracy of received documents cannot be verified by e-mail communication.

The deadline for processing your inquiry is 30 days. As standard, we try to respond in the shortest
possible time.

the department for asylum and migration policy,
Ministry of the Interior of the Czech Republic
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