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1. REGULATION

In Spain, there are different laws reffers to citizens services:

• Law 30/92 (RJAPyPAC): General principles of Public Administration (art. 3) 
• Law 6/1997: General Administration, Organization and function (art. 3,4)
• R.D. 1259/1999: about Service Charters and quality awards (General Administration):

• It Develops a quality plan.

• It Introduces the culture and tools of quality management.

.

RD 951/2005:establishes the General Framework for Quality Improvement in the 

General Administration of State:

• It contains basic programmes to improve services.

• Involvement of different stakeholders: policy makers, managers and civil 

society



UPDATING SERVICE CHARTER OF G.D.C INCLUDING ELECTRONIC AND CONVENCIONAL SERVICES: 
2015 (2015-2018)

CURRENT SERVICE CHARTER OF G.D.C.: 2019 (2019-2022)

Since 2011, compliance of the Service
Charter of General Directorade of
Cadastre has been monitored through
the management control application
(BI).

1. REGULATION
SERVICE CHARTER CONVENCIONAL SERVICE OF G.D.C. : 2011-2014.

SERVICE CHARTER FOR ELECTRONIC SERVICES OF G.D.C.: 2011-2014



1. REGULATION
SERVICE CHARTER OF G.D.C. : 2011-2014 SERVICE CHARTER OF G.D.C. : 2015-2018



Service charters are documents that constitute the
instrument through which agencies and entities of the
General State Administration inform citizens and users about
the services they are responsible for, the rights they have in
relation to them and the quality commitments of their
provision.

Service charters can be relative:
 To all the services they manage.
 To a specific service.
 Charters concerning a service in the provision of which 

different bodies or organisations are involved.

2. GENERAL CONCEPTS

2.1. What is a Service Charter?



2. GENERAL CONCEPTS
2.2.Development

PRODUCTION PROCESS

DEVELOPMENT  OF WORKING TEAM

IDENTIFICATIONS OF LEGALS AND GENERAL DATA

SETTING OF QUALITY COMMITMENTS AND INDICATORS

ASSURANCE SISTEMS AND OTHER MESURES

RELIEF, COMPENSATION AND REPARATIONS MEASURES

INTERNAL COMMUNICATION PLAN

MONITORING AND UPDATING PLAN

EXTERNAL COMMUNICATION PLAN



2. GENERAL CONCEPTS
2.2.Development

Each gubernamental organization must:

 Ensure that Service Charter was available to users and citizens ( and ccesible)

 Carry out a continuous control and implementation of commitments through:
 Indicators
 Analysis of claim for non-fulfilment
 Evaluations of users satisfaction

 Refers a compliance report to Assistant Secretary of State, in the first
quarter of every year

 The Inspection Service may check the level of fulfilment of the quality
commitments



I. GENERAL AND LEGAL INFORMATION
II. QUALITY COMMITMENTS OFFERED
III. INSURANCE SYSTEMS AND OTHER MEASURES 
IV. RELIEF, COMPENSATION AND REPARATIONS
V. ADDITIONAL INFORMATION
VI. ANNEX: Addresses and opening hours

3.1.Structure

3. Service Charter of GDC 2019-2022



I. GENERAL AND LEGAL INFORMATION

This section contains descriptive data on the organization holding the charter and the services it 
provides, in accordance with the applicable legal.

I-1. Identification data and purposes.

I-2. List of services provided:
• Through the Internet(SEC).
• Through the Cadastre Hotline LDC.
• At the Cadastral Information Points (PIC).
• In our offices (Cadastral Management)
• In the offices of those local entities with an agreement signed with

the Cadastre, (when the agreement regime so provides)

I-3. Citizens' and users' rights
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I-4. Participation and collaboration of citizens and users

a. PRESENTATION OF CONSULTATIONS, SUGGESTIONS OR INCIDENCIES:
b. PRESENTATION OF COMPLAINTS AND SUGGESTIONS
c. QUALITY OF SERVICE SURVEYS

I-5. Presentation of complaints and suggestions.

- The citizens can formulate their complaints or expose as many initiatives or suggestions they
consider convenient for the improvement of the services received.

- you may submit a complaint or suggestion through the following means:

• Through the Electronic Headquarters of the Board for the Defence of the citizens
• In person or by mail by means of a letter addressed to the Manager or the General Director of 

the Cadastre, filling in a form available at the Management and the Cadastre Portal.

I-6. Legals

The regulations governing cadastral matters are available at the Cadastral Portal.
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II.QUALITY COMMITMENTS OFFERED

includes information on the different levels of quality offered and the indicators for quality 
evaluation.

II-1. Quality commitments.

- They must be in the form of numerical standards (deadlines, waiting times, etc.).
- They must be invocable and verifiable by the user.
- They must have at least one associated indicator.
- .

II-2. Indicators

The indicators must be directly related to the commitments made, so that users can verified 
the degree of fulfilment of these commitments.
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III.ASURANCE SYSTEMS AND OTHER MEASURES

III-1. Measures to ensure equality of gender, to take account of diversity, to facilitate
access and to improve the conditions of service provision

The charter should contain those measures that ensure:  

a. Equality of gender.
b. Diversity.
c. facilitate access and to improve the conditions of service provision
d. Information security

III-2. Standardised quality, environmental and occupational risk prevention management
systems

The charter should contain those measures that ensure 
a. Quality.
b. Enviromental.
c. occupational risk prevention .
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IV. RELIEF, COMPENSATION AND REPARATIONS MEASURES

Any user who considers that the General Directorate of Cadastre has failed to comply with any of the
commitments made in this Service Charter may write to the Unit responsible for it. 

Once the complaint has been analysed, in the event of non-compliance, the head of the General 
Directorate of Cadastre will reply to the citizen, within a maximum period of 20 working days, informing
them of the causes of the non-compliance and the measures adopted to correct the observed
deficiency.
.

The recognition of non-compliance, does not give rise to the administration´s financial
liability
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V. COMPLEMENTARY INFORMATION

Telephone, telematic and postal addresses, 
whose are interested to citizens

ANNEX: 

Addresses and opening hours of the Regional and 
Territorial Cadastre Offices.
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Service Charter of General Directorate of Cadaster has 11 commitments
and 11 indicators.

DEVELOPMENT OF THE THREE FUNDAMENTAL COMMITMENTS OF :

1. REDUCING BURDENS ON THE CITIZEN

2. IMPROVE SERVICES AND CITIZEN ATTENTION

3. IMPROVE SERVICE QUALITY

3.2. Commitments and indicators
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REDUCING ADMINISTRATIVE BURDENS ON CITIZENS

COMMITMENT 1 Reducing administrative burdens on citizens by directly
obtaining information available from other administrations.

INDICATOR 1 Percentage of decrease in documents required compared to those
requested in the previous year.

17

3. Service Charter of GDC 2019-2022
3.2. Commitments and indicators

INDICATOR 1= % documents required in this year– % documents required in the previous year.



COMMITMENT 2 To guarantee the existence of Cadastral Information Points (PIC), less
than 30 kilometres from any place in the territory managed by the
General Directorate of Cadastre.

INDICATOR 2 Percentage of PICs located within the established limit, with respect
to the total PICs.

18
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REDUCING ADMINISTRATIVE BURDENS ON CITIZENS

3.2. Commitments and indicators

INDICAtOR 2= 100%  if the indicator is met or 0 if it is not



IMPROVEMENT OF THE SERVICES OF ATTENTION AND ASSISTANCE TO THE 
CITIZENS

COMMITMENT 3 To guarantee the availability of the Electronic Headquarters of the
Cadastre (24x7), with a compliance of 99%.

INDICATOR 3 Percentage of operational availability of the Electronic Headquarters
of the Cadastre.

19
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3.2. Commitments and indicators

INDICAtOR 3= 100%  if the indicator is met or 0 if it is not



IMPROVEMENT OF THE SERVICES OF ATTENTION AND ASSISTANCE 
TO THE CITIZENS

COMMITMENT 4 Reduction of the displacement of the citizens to the Managements, by
means of the telephone resolution of the consultations for which a 
previous appointment had been arranged.

INDICATOR 4 Percentage of consultations resolved by telephone, with respect to the
total of previous appointments. 

20
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INDICATOR 4= telephone resolution of the consultations

total consultations



IMPROVEMENT OF THE SERVICES OF ATTENTION AND ASSISTANCE TO 
THE CITIZENS

COMMITMENT 5 In the case of attending the Management by appointment, the citizen's
query will be dealt with in a complete and personalised manner in a single 
prior appointment.

INDICATOR 5
Percentage of duplicated appointments for the same CIF (national
identity card), cadastral reference and type of alteration, with respect
to the total number of appointments attended.

21
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INDICATOR 5 = duplicated appointments

Total appointments



IMPROVEMENT OF THE SERVICES OF ATTENTION AND 
ASSISTANCE TO THE CITIZENS

COMMITMENT 6 To guarantee the knowledge, on the part of the interested party in the
file, of the state of processing, either by the Electronic Headquarters, 
by the Direct Line of Cadastre, or in person.

INDICATOR 6
Percentage of operational availability of the service to find out the status of 
file processing, at the Electronic Headquarters of the Cadastre, by telephone
and in person.

22

3. Service Charter of GDC 2019-2022

INDICATOR 6 =It´s similar to operational availability



IMPROVEMENT OF THE SERVICES OF ATTENTION AND ASSISTANCE 
TO THE CITIZENS

COMMITMENT 7 To guarantee the telematic presentation, through a declaration assistant.

INDICATOR 7 Percentage of operational availability of the declaration
assistant.

23
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INDICATOR 7 =Percentage of operational availability of the declaration assistant



IMPROVEMENT OF THE SERVICES OF ATTENTION AND ASSISTANCE TO 
THE CITIZENS

COMMITMENT 8 Issue certificates and cadastral maps, at the time of application, in 99% of 
cases, with the remaining 1% being delivered within a maximum of 5 working
days.

INDICATOR 8
Percentage of cadastral certificates issued, and cadastral maps attended
to at the time of the request, and percentage that are issued or attended
to within 5 working days, with respect to the total number of requests.

24
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INDICATOR 8.1 =Cadastral certificates attended in 1 day

Total Cadastral certificates (>99%)
INDICATOR 8.2 =Cadastral certificates attended in 5 day

Total Cadastral certificates (<1%)



IMPROVING THE QUALITY OF SERVICE:

COMMITMENT 9 To guarantee the obtaining of a Graphic Validation Report, with a new 
cartography viewer.

INDICATOR 9
Percentage increase in Graphical Validation Reports, with respect to 
the previous year

INDICADOR 9 =IVG ACTUAL  YEAR   %

IVG  PREVIOUS YEAR  

25
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IMPROVING THE QUALITY OF SERVICE

COMMITMENT 10
To include, in the cadastral certification and associated with the Cadastral
Reference of the Properties, additional, non-tax information regarding the
status and date of coordination with the Land Registry. 

INDICATOR 10 Percentage of certificates issued with coordination information, 
with respect to the total.

INDICATOR 10 = Percentage of certificates issued with coordination information, with respect
to the total

26
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IMPROVING THE QUALITY OF SERVICE

COMMITMENT 11
Provide, through the Electronic Headquarters of the Cadastre, 
information related to applications for aid from the Common
Agricultural Policy (CAP), of the properties in respect of which it is the
owner

INDICATOR 11 Percentage of information on CAP subsidies included in the Electronic
Headquarters of the Cadastre, with respect to the total possible.

INDICATOR 11 =Percentage of information on CAP subsidies included in the Electronic
Headquarters of the Cadastre, with respect to the total possible.

27
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¿ANY QUESTIONS?



ana.martos@catastro.hacienda.gob.es
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