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• The Public Administration Development Strategy (2014-2020) 
and its Roadmap - introduce the requirement for the Quality 
Management Systems in the Bulgarian Public Administration 
 

• Law on Administration (2017) introduces the principle of 
continuous improvement of quality, as well as the commitment 
of the administration to carry out an overall quality 
management of its activities for the achievement of the 
objectives, including through quality management systems  
 

• The European Commission recommends that Member States 
apply CAF as the most appropriate tool for the public sector  

QUALITY MANAGEMENT REQUIREMENT   
IN THE BULGARIAN PUBLIC ADMINISTRATION 



• Founding a CAF Resource Center to the Institute of Public 
Administration (IPA) 
 

• Developing the capacity of the National CAF RC through 
creating a tool of CAF trainers and consultants, specially trained 
in CAF by the European CAF RC to EIPA 
 

• Promoting  CAF model by the National RC center  
 

• Legal framework – new legislative provisions in Law on 
Administration (2017) 
 

• Development and implementation of special CAF projects by 
IPA, funded by the operational programs for public 
administration (OP Administrative Capacity, 2014-2016 & OP 
Good Governance, 2016-2020)  
 

 
 
 

 

•  

        

CAF IN BULGARIA: KEY STEPS   



CAF IN BULGARIA: IPA SUPPORT   

National CAF Resource Center Functions:  
 

• Providing information , training and consultation on CAF  
• Developing the capacity of the Bulgarian Public Administration for CAF 
implementation and supporting the process of CAF implementation in 
the Bulgarian administration 
• Selecting BG organizations for CAF implementation under IPA’s projects 
• Organizing various forums, conferences and discussions on CAF and its 
implementation in Bulgaria 
• Promoting  CAF good practices in Bulgaria and abroad 
• Developing the CAF capacity and the network of Bulgarian experts, 
trainers and consultants   
• Developing cooperation with the European and others CAF RC  
• Participating in the work of the international CAF group/network 
 



CAF IN BULGARIA: IPA PROJECTS (1)   
1ST CAF PROJECT funded under OPAC, 2014-2016 

• Creating a National CAF Resource Center to IPA 
• Promoting CAF model among the Bulgarian administration 
•ToT training in CAF for Bulgarian civil servants (16) by the 
European CAF RC (future CAF trainers and consultants)  
• Creating (a general) CAF training program for Bulgarian civil 
servants 
• Providing (general) CAF training for 300 Bulgarian employees 
(all levels of BG Administration: local, regional, central) 
• CAF implementation in IPA 
• Development of cooperation with the European CAF 
Resource Center 
• Joining the international CAF network group 



CAF IN BULGARIA: IPA PROJECTS (2)   
2nd CAF PROJECT funded under OPGG, 2016-2018 

• CAF implementation in 48 BG public organizations (all 
levels of BG administration (ministries, agencies, regional 
administrations, municipalities, etc.) 
•Creating a specialized CAF training program for Bulgarian 
civil servants, especially for the members of the self – 
assessment groups/teams 
• Providing CAF training for 1500 employees (general 
training program for 300 and specialized training program 
for the members of the SA groups 750) 
•Developing National PEF rules (CAF Feedback Procedure) 
•Awarding  14 BG organizations with the label “Effective CAF 
User”  



CAF IN BULGARIA: IPA PROJECTS (3)  
2nd CAF PROJECT funded under OPGG, 2016-2018 

• National Resource Center Capacity Development  
– training Bulgarian CAF experts as consultants in CAF 
Implementation and  
–  CAF External Feedback, PEF  
 

•Promotion of the CAF model (95% familiar with it) :   
– publications: Good Practices book, Research on BG 
experience, translations of CAF books 
–  a CAF movie 
– CAF e-newsletters,  
– CAF conferences,  
– CAF menu on the IPA website 
– creating an e-Manual for Bulgarian users 



CAF IN BULGARIA: IPA PROJECTS (4)  
3rd CAF PROJECT (upgraded project), 2019-2020 

• CAF implementation in selected 32 BG public 
organizations (all levels of BG administration - ministries, 
agencies, regional administrations, municipalities, etc.) 
• Creating and providing CAF briefings for the high level 
Bulgarian civil servants (60, leaders of the selected 
organizations) 
• Providing CAF training for 800 employees (general 300 
and specialized training 500 ) 
•Applying CAF Feedback Procedure - for 20 BG 
organizations 
 



CAF IN BULGARIA: IPA PROJECTS (5)   
3rd CAF PROJECT funded under OPGG, 2019-2020 

• National Resource Center Capacity Development  
– training Bulgarian CAF experts in CAF 2020 
– sharing experience and good practices with other CAF 
RC in Europe (70 total)  
 

• CAF model Promotion :   
– CAF movie 
– CAF e-newsletters,  
–Annual Bulgarian Conference on CAF and BG 
experience 
– menu on the IPA website. 
 



CAF IN BULGARIA:  
RESULTS AND LESSONS LEARNT (1)  

Some statistics: 

• 80 BG organizations are implementing CAF 
• 14 are awarded with the label “Effective CAF User” 
• 2 600 trained civil servants on CAF 
• National CAF RC has founded with developed capacity 
and a network of experts (30) 
 

But more important: 
• Introducing the QM culture into Bulgarian 

administration 
• Changing the leadership thinking  
• Improving the dialogue between the leadership  
      and the staff 
 
 



CAF IN BULGARIA:  
RESULTS AND LESSONS LEARNT (2)  

FEEDBACK FROM BG ORGANIZATIONS 
 

• CAF is an effective tool for change and improvement 
• CAF can only be successfully implemented with 

ambition, motivation and support from the leadership 
• CAF should be a joint project of managers and 

employees 
• CAF is a good basis for strategic planning in an 

organization 
• CAF starts research on the opinion of employees, 

consumers and public about their satisfaction of the 
organization 

 



CAF IN BULGARIA:  
RESULTS AND LESSONS LEARNT  (3)  

KEY FACTORS FOR SUCCESS (Feedback from BG org): 
 

• The support, will and ambition of the leadership to 
implement CAF model in the organization  

• The awareness and understanding of the benefits of the 
model by the staff 

• Communication about CAF and the process of its 
implementation 

• SA team - competent, engaged and motivated, the 
involvement of senior managers is especially important 

• Improvement Plan - Part of Strategic Planning 
• Monitoring and control of the CAF implementation process 
• IPA’s support 



CAF IN BULGARIA: INFORMATION SOURCES  
   

 

 

• https://www.ipa.government.bg/bg/izsledvane-za-perspektivite-
za-vnedryavane-na-caf - Study about the Bulgarian experience in 
the CAF implementation, as well as about its perspectives 
 

•https://www.ipa.government.bg/bg/sbornik-s-dobri-praktiki-caf -  
CAF good practices (a book with European and Bulgarian 
experience) 
 

•https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-
na-publichnite-organizacii-chrez-evropeyskiya-model-za-
kachestvo-caf - CAF Manual (in Bulgarian language) 
 

•https://www.ipa.government.bg/ - CAF menu 

 

 

https://www.ipa.government.bg/bg/izsledvane-za-perspektivite-za-vnedryavane-na-caf
https://www.ipa.government.bg/bg/izsledvane-za-perspektivite-za-vnedryavane-na-caf
https://www.ipa.government.bg/bg/izsledvane-za-perspektivite-za-vnedryavane-na-caf
https://www.ipa.government.bg/bg/izsledvane-za-perspektivite-za-vnedryavane-na-caf
https://www.ipa.government.bg/bg/izsledvane-za-perspektivite-za-vnedryavane-na-caf
https://www.ipa.government.bg/bg/izsledvane-za-perspektivite-za-vnedryavane-na-caf
https://www.ipa.government.bg/bg/izsledvane-za-perspektivite-za-vnedryavane-na-caf
https://www.ipa.government.bg/bg/izsledvane-za-perspektivite-za-vnedryavane-na-caf
https://www.ipa.government.bg/bg/izsledvane-za-perspektivite-za-vnedryavane-na-caf
https://www.ipa.government.bg/bg/izsledvane-za-perspektivite-za-vnedryavane-na-caf
https://www.ipa.government.bg/bg/izsledvane-za-perspektivite-za-vnedryavane-na-caf
https://www.ipa.government.bg/bg/izsledvane-za-perspektivite-za-vnedryavane-na-caf
https://www.ipa.government.bg/bg/izsledvane-za-perspektivite-za-vnedryavane-na-caf
https://www.ipa.government.bg/bg/izsledvane-za-perspektivite-za-vnedryavane-na-caf
https://www.ipa.government.bg/bg/izsledvane-za-perspektivite-za-vnedryavane-na-caf
https://www.ipa.government.bg/bg/izsledvane-za-perspektivite-za-vnedryavane-na-caf
https://www.ipa.government.bg/bg/izsledvane-za-perspektivite-za-vnedryavane-na-caf
https://www.ipa.government.bg/bg/izsledvane-za-perspektivite-za-vnedryavane-na-caf
https://www.ipa.government.bg/bg/izsledvane-za-perspektivite-za-vnedryavane-na-caf
https://www.ipa.government.bg/bg/izsledvane-za-perspektivite-za-vnedryavane-na-caf
https://www.ipa.government.bg/bg/izsledvane-za-perspektivite-za-vnedryavane-na-caf
https://www.ipa.government.bg/bg/sbornik-s-dobri-praktiki-caf
https://www.ipa.government.bg/bg/sbornik-s-dobri-praktiki-caf
https://www.ipa.government.bg/bg/sbornik-s-dobri-praktiki-caf
https://www.ipa.government.bg/bg/sbornik-s-dobri-praktiki-caf
https://www.ipa.government.bg/bg/sbornik-s-dobri-praktiki-caf
https://www.ipa.government.bg/bg/sbornik-s-dobri-praktiki-caf
https://www.ipa.government.bg/bg/sbornik-s-dobri-praktiki-caf
https://www.ipa.government.bg/bg/sbornik-s-dobri-praktiki-caf
https://www.ipa.government.bg/bg/sbornik-s-dobri-praktiki-caf
https://www.ipa.government.bg/bg/sbornik-s-dobri-praktiki-caf
https://www.ipa.government.bg/bg/sbornik-s-dobri-praktiki-caf
https://www.ipa.government.bg/bg/sbornik-s-dobri-praktiki-caf
https://www.ipa.government.bg/bg/sbornik-s-dobri-praktiki-caf
https://www.ipa.government.bg/bg/sbornik-s-dobri-praktiki-caf
https://www.ipa.government.bg/bg/sbornik-s-dobri-praktiki-caf
https://www.ipa.government.bg/bg/sbornik-s-dobri-praktiki-caf
https://www.ipa.government.bg/bg/sbornik-s-dobri-praktiki-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/bg/podobryavane-i-upravlenie-na-publichnite-organizacii-chrez-evropeyskiya-model-za-kachestvo-caf
https://www.ipa.government.bg/
https://www.ipa.government.bg/
https://www.ipa.government.bg/
https://www.ipa.government.bg/
https://www.ipa.government.bg/
https://www.ipa.government.bg/
https://www.ipa.government.bg/
https://www.ipa.government.bg/
https://www.ipa.government.bg/


 

BULGARIAN CAF RESOURCE CENTRE 
 

Mimi Yotova 
 

National CAF Correspondent 
Institute of Public Administration 

tel: 00 359 2 940 37 60 
mob: 00 359 882 026 609 

E-mail: mimi.yotova@ipa.government.bg 


