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DELIVERY, INSTALLATION, AND SETUP OF A QUEUE MANAGEMENT
SYSTEM NATIONAL REVENUE AGENCY

CURRENT STATE

The National Revenue Agency (NRA) is a specialized state
institution under the authority of the Minister of Finance. Its
functions include the establishment, securing, and collection
of public receivables, as well as certain legally defined private
state receivables. Commmonly referred to as the tax authority, the
NRA plays a key role in the interaction between the state and its
citizens.

The institution’s vision for the future of public administration
is closely linked to large-scale digital transformation and the

SOLUTION

In today's fast-paced world, time has become an extremely
valuable resource. For the clients of the National Revenue
Agency, fast, accurate, and high-quality service is essential.
Queue management systems play a key role in achieving these
goals.

Following a detailed analysis of the NRA's operational needs,
the experts at RISK Electronics selected and implemented
a queue management system tailored to the specific
requirements of the institution. The software is designed to
support on-site visits while also offering additional functionality
for remote appointment booking through modern digital
solutions.

The software is purposed
to work during visit in the
institution

The system allows appointment
booking

implementation of modern technological solutions. In this
context, innovations that support administrative activities and
improve citizen services are of strategic importance.

To meet these objectives, the National Revenue Agency
selected a modern, next-generation queue management
system, delivered, installed, and maintained by RISK Electronics.
The system offers multiple options for optimizing customer flow
and reducing waiting times.

The system allows clients to:

Schedule appointments via the National Revenue Agency's
website

Receive a virtual ticket displayed on a smartphone or tablet,
eliminating the need for paper tickets

Obtain a printed ticket on-site through dedicated ticketing
devices

In addition to optimizing customer flow, the system provides
valuable feedback and statistical data on the administration's
performance. Customers can submit reviews regarding service
quality after their visit, while the NRA gains real-time insights
into the most frequently requested services.

Opportunity for receiving
a virtual ticket displayed
on a smartphone or tablet

Feedback and statistical
data on the administration’s
performance




Reservation of ticket

or obtaining printed
ticket through dedicated
ticketing devices

Qualified service

Allows customers to be correctly
directed to service counters and
to the right competent specialist.

Information for the
customers flow

Satisfied customers

HHO11 q
AMMOO5 10
XX009 53
PP008 2
00007 6

HHO11 1
AMMO05 10
XX009 53 XX009 53
PP008 2 PP008 2
[o] 0007 6

HHO11
AMMO05 10

24
2%
2%
24




RESULTS

The implemented queue management system delivers
measurable benefits for both citizens and the National Revenue
Agency.

For clients, the system:

Saves valuable time through online appointment booking
and virtual ticketing

Reduces waiting times and improves service predictability

Offers convenient options for providing feedback

For the administration, the system:

Optimizes service organization and staff workload

Enables real-time monitoring of attendance and service
demand

Allows customers to be redirected between service counters
when cases require assistance from more than one specialist
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Customer feedback is collected through multiple channels,
including tablets installed at service desks, QR codes printed
or displayed on tickets, and online portals used for reservations
and virtual ticket issuance. This feedback provides the NRA with
valuable insights into service quality and customer satisfaction.

Additionally, the system generates statistical reports on the
distribution and frequency of requested services, supporting
data-driven decision-making and continuous improvement.
The most significant outcome of this innovation is the increased
satisfaction of the National Revenue Agency's clients, who
benefit from faster, more efficient, and better-organized service.
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Central server Server

Main display

COOPERATION

The successful implementation of the queue management
system is the result of close cooperation between the National
Revenue Agency and the experts at RISK Electronics. All specific
operational requirements of the institution were carefully
considered during the system selection and configuration
process.

As part of the implementation, comprehensive training was
provided to NRA employees to ensure effective use of the new
technology.

Local count device

Ticket printing device

Computer working
in a count
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The successful implementation of the queue management
system is the result of close cooperation between the National
Revenue Agency and the experts at RISK Electronics. All specific
operational requirements of the institution were carefully
considered during the system selection and configuration
process.

As part of the implementation, comprehensive training was
provided to NRA employees to ensure effective use of the new
technology.



CONTACTS

Do you need help? Save time, describe your question, and we will connect you with
an expert for consulting or a demonstration.

RISK Electronics phone: (+359 2) 9175 423

1138 Sofia, Bulgaria e-mail: office@risk.bg
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The corporate culture of RISK Electronics is closely linked to our desire for renewal and
improvement. Changes are an essential part of fulfilling our mission. We work with our clients,
guiding them towards faster and more sustainable transformation over time. The ability to renew
is crucial for expanding the freedom of our partners. It gives them new and unique opportunities
to define their individual path of development. We support our clients in their efforts to achieve
maximum results from changes. We implement solutions and work together with them from
concept to realization. It is precisely the close collaboration, innovative technologies, and projects
that make RISK Electronics a loyal, reliable, and successful business partner.
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