Ministry of Finance Clients' Charter

Driven by the desire to provide the best possillaiaistrative services to everyone
who needs them, the Ministry of Finance shall beegoed by this Clients'
Charter /the Charter/.

The Charter consists of a description of the lesfeadministrative services that
could be expected from the Ministry of Finance adlws information on what is

expected from clients of services. The Charter aldases clients about the way
they should act in different situations.

The Charter shall be supplemented and amendeckitimde so that it meets clients'
changing needs.

A research among both clients and staff on thee@sidministrative services at the
Ministry of Finance shows that they want:

e quick and efficient services

* everyone to be given easy access to information

+ staff to be well-informed and helpful

* a pleasant atmosphere at the Ministry of Finance.

We will welcome every opinion or recommendatioan the improvement of

administrative services at the Ministry of Finan¥@au can contact us through
the reception hall of the Ministry of Finance: Tglenes - 9859 2639 and 9859
2634.

Services provided by our institution

The Ministry of Finance provides the following administrative services toygical

persons and legal entities:

« approval of requests for printing of securitiesgames of chance;

« approval of requests for printing of tickets foartsportation, admission tickets
and other securities;

e issuance of certificates for registration underiddet 13, paragraph 1 of the
Foreign Exchange Act and entering in the registesyant to the Ordinance
adopted by Council of Ministers decree No. 181/22004 under Article 13,
paragraph 3 of the Foreign Exchange Act;

* issuance of certificates for tobacco products’stged prices;

* receipt and preparation of documents for the mgstof the Expert Council on
the issuance of licenses for the manufacturingotla¢co products and for
control over the persons manufacturing tobacco yotsg and keeping a register
of the licenses issued and withdrawn;

* receipt of payments of all interest due under ihigilities of legal entities to the
state arising from the Act to settle Non-performibgans contracted by 31
December 1990 by compensation instruments;

* making payments to repay liabilities to the staisiag by virtue of the Act to
settle Non-performing Loans contracted by 31 Deaani®90 by long-term
government bonds issued pursuant to that Act;

» applying/ rejecting to apply the special arrangetsid¢ar charging value added
tax;

» providing/ rejecting to provide an individual quotar provision of food
vouchers to food vouchers’ operators;



e issuance of confirmations for import of rough diamde and issuance of
certificates for export of rough diamonds in coraptie with the requirements of
the Kimberley Process certification scheme for the
international trade in rough diamonds;

* receipt, verification and control of the requestde by citizens for payment of
the Lev equivalent of their residential compensationds at face value granted
to them for expropriated and restituted corporemhovables pursuant to Article
7, paragraph 3 of the Act Restoring Ownership otidwalized Corporeal
Immovables and the Ordinance implementing the Act.

The Ministry of Finance strives after achieving eifficient and quick level of
administrative services of physical persons andallegntities thus attaining
maximum results and quality of service given minnmexpenses of financial
and human resources.

Our responsibilitiesto you in providing services

 to pay the due attention and respect to you as waegllto esteem your
personal dignity

* to be honest and helpful

» to work in a professional manner

» to take all the actions needed for a qualitativé @rcurate provision of services

» to make sure our front offices are cosy and predisyy

» to ensure that our offices are safe for you toutimeost extent.

Your responsibilitiesto us

What we expect from you in return is:

* to respect the staff. No offence, threat or physasgault against the staff shall
be tolerated

» to be kind and polite to the other clients

* to be punctual for the appointments made

« to provide to us in due time complete and precisarmation

* to provide to us additional information when reedito do so

« to inform us in due time about any changes in tineumstances concerning
you or another person on whose behalf you fileqaest.

Shared responsibilities
In order to enjoy a pleasant atmosphere, thereldghm mutual respect, attention
and patience.

Giving information and advice

We will give information and advice about an admsirative service that you can

receive. We will inform you about:

» the documents you have to provide;

 the names of the staff who will be directlyvadved in carrying out
the administrative service as well as their contiatails;

» the deadline for receiving the requested admirtiggaervice;

« the institution that can reply to you whenever yquestions are beyond
the Ministry's competence

We will help you to fill in the forms used at tharhktry.

In case a problem arises, we will inform you imnageliy about the reasons for it

as well as about the expected deadline for reagitia service.



I nformation on the I nternet

You can receive information about the administratservices at the Ministry
of Finance on its website: www.minfin.bg, categdtgformation”, subcategory
“Services”, section “Administrative Services”

I nformation on the Phone

You can receive more information about the admmaiste services we offer from
the Ministry of Finance reception hall staff onejg@hones 9859 2639 and 9859
2634.

Notice board

You can receive profound information in an accdesimy about the administrative
services provided by the Ministry of Finance frdm hotice board at the Ministry's
entrance on G. Benkovski St.

Benefitsfor you

» facilitation of the long procedures

» reduction of costs related to time and funds neddedhe performance of
the administrative services by the Ministry

« elimination of possible corruption practices

e creation of a nice and efficient environment foretlusers of the
administrative services provided by the Ministry

Answering telephone calls

When you want to contact tiinistry of Finance for the first time you can call on
telephone exchange 9859 1 between 9.00 a.m. arid r8. Monday through
Friday.

The employees of th®linistry of Finance will answer the phone with a standard
greeting and will present themselves. If you needdll them again you will be
provided with a direct telephone number.

We will strive to answer your telephone calls withi minute.

Vidits at the Ministry of Finance

When you visit the Ministry of Finance:

 The employees will bear a badge with their namekaiti greet you affably
and in a businesslike manner.

* In case you have an arranged meeting we will alvitgy® receive you on time

* In case you don't have an arranged meeting wetwilto receive you in no
more than 10 minutes

* In case you need another meeting we will try t@amge it for the same day or
for the earliest possible time

When you write to us

When you contact us by mail, fax or e-mail we wilbvide you with a complete
answer within 7 days after the date on which weeh@&ceived your letter, fax or e-
mail, where an on-the-spot check or another adtnitige body’s opinion is

required — within 14 days pursuant to Article 57tloé Administrative Procedure
Code and the Ordinance on Administrative Servicdsepted by Council of

Ministers Decree No. 246 Of 2006 (unless anotheiog@eis stipulated in a

normative act).



When we write to you
We strive all letters sent by the Ministry of Filcan

To be executed in a clear and comprehensible farmedl as to be typewritten
To clearly inform you when you have to do somethimgddition

To provide you with the necessary contact infororgtincluding:

the name of the contact person;

the number of the telephone exchange and direggthehe numbers;



- e-mails and websites;
- fax numbers.

Providing the services you need

* We strive to be polite and responsive to each obéne administrative services
provided by the Ministry

* We strive to listen to all your proposals and alert

* We strive to consider your problems with attentow concern.

* We strive to keep confidentiality as regards alplagations and requests of each
separate user of the administrative services peavimy the Ministry

* We strive to be professional and objective as waelto observe the principle of
equality of the administrative services users.

If you have a complaint

When you think that there are problems with the mdstrative services at the
Ministry of Finance we expect from you to inform about them so that we can
eliminate potential irregularities and omissionkeTprocedure for filing a complaint
is an easy one and helps us to make sure that exader a service equal and
accessible to all.

* You can file a written complaint.

We will regularly consult you as to how you evaluate our services

We will talk to and listen to the customers; welwihdertake actions in response to
their advices and recommendations. Therefore:

* We will consult the customers and the organizatievisich represent them, as to
the quality of the provided services

»  We will seek their advices and recommendationswaifiduse the information for
improving the provided services.

Our objectives and performance of the activity

You can check whether we have fulfilled the objeesi that we had set for the
respective year. The Ministry of Finance reports am annual basis on the
implementation of the Ministry’s program budget.

Additional information about the Charter

 The Charter is approved by the Minister of FinabgeOrder N°3M®-985 of
22.08.2011, and is published on the website of Nhmeistry: www.minfin.bg,
category “Information” subcategory “Services”, seat‘Administrative Services”.

» The Charter will be regularly updated.

Useful contact information

Telephone line for issues related to the approvegquests for printing of securities
for games of chance:



Working hours - from 9.00 a.m. to 5.30 p.m. Mondlapugh Friday
Telephone numbers - 9859 2661 and 9859 2663

Telephone line for issues related to the approVakquests for printing of tickets
for transportation, admission tickets and otheusges:

Working hours - from 9.00 a.m. to 5.30 p.m. Montlaypugh Friday

Telephone numbers - 9859 2661 and 9859 2663

Telephone line for issues related to the issuahcentificates for registration under

Article 13, paragraph 1 of the Foreign Exchange awt entering in the register

pursuant to the Ordinance adopted by Council ofidtkens decree No. 181/26.07.2004
under Article 13, paragraph 3 of the Foreign ExgjeaAct:

Working hours - from 9.00 a.m. to 5.30 p.m. Montlaypugh Friday

Telephone numbers - 9859 2415 and 9859 2414

Telephone line for issues related to the issuahcentificates for tobacco products’
registered prices:

Working hours - from 9.00 a.m. to 5.30 p.m. Mondlapugh Friday

Telephone numbersd859 2542 , 9859 2563, 9859 2423 and 9859 2074

Telephone line for issues related to the receipgt@eparation of documents for the
meetings of the Expert Council on the issuancdaceinkes for the manufacturing of
tobacco products and for control over the persoasufacturing tobacco products, and
keeping a register of the licenses issued and vatinat

Working hours - from 9.00 a.m. to 5.30 p.m. Mondlapugh Friday

Telephone number - 9859 2585

Telephone line for issues related to the receigtayiments of all interest due under
the liabilities of legal entities to the state angsfrom the Act to settle Non-performing
Loans contracted by 31 December 1990 by compems@astruments:

Working hours - from 9.00 a.m. to 5.30 p.m. Mondlapugh Friday

Telephone numbers9859 2542, 9859 2541 and 9859 2556

Telephone line for issues related to payments paydiabilities to the state arising
by virtue of the Act to settle Non-performing Loacentracted by 31 December 1990
by long-term government bonds issued pursuantaioAht:

Working hours - from 9.00 a.m. to 5.30 p.m. Mondtlaypugh Friday

Telephone number - 9859 2463

Telephone line for issues related to applying/ atepg to apply the special
arrangements for charging value added tax:

Working hours - from 9.00 a.m. to 5.30 p.m. Mondlapugh Friday

Telephone numberg859 2866

Telephone line for issues related to providingéegnpg to provide an individual
guota for provision of food vouchers to food vousheperators:



Working hours - from 9.00 a.m. to 5.30 p.m. Mondlapugh Friday
Telephone number - 9859 2881

Telephone line for issues related to issuance afircoations for import of rough
diamonds and issuance of certificates for exporoofh diamonds in compliance with
the requirements of the Kimberley Process certibca scheme for the
international trade in rough diamonds:

Working hours - from 9.00 a.m. to 5.30 p.m. Mondlapugh Friday

Telephone number - 9859 2415

Telephone line for issues related to the receiptjfication and control of the
requests made by citizens for payment of the Lewiveadent of their residential
compensation bonds at face value granted to thenexpropriated and restituted
corporeal immovables pursuant to Article 7, parpgr8 of the Act Restoring
Ownership of Nationalized Corporeal Immovables #mel Ordinance implementing
the Act:

Working hours - from 9.00 a.m. to 5.30 p.m. Mondlapugh Friday

Telephone numbers9859 2537 and 9859 2550



