MUHHUCTEPCTBO HA 3/IPABEOITAZBAHETO
IHEHTHP 3A ACUCTUPAHA PENTIPOAYKIIHSA

FTOAUIMEH JAOKJAL
3a OIIEHKA Ha YJOBJIETBOPEHOCTTA Ha NOTPEOUTEIUTE OT aIMUHUCTPATHBHOTO 0OCITYKBaHE B
LlenTBp 3a acucTupana penpoaykuus npes 2020r.

HacTosmusaT D0oKIan € U3roTBEH U MyOJMKyBaH HA MHTEpHET cTpaHuiara Ha [[AP B
M3IIbJIHEHHE HAa HOPMATHBHHUTE pa3NopexiaHus Ha 4i. 24, an. 6, 7 u 8 or Hapenbara 3a
aIMHHHCTpAaTHBHOTO 0bcmyxBane (HAO).

[IpoyuBaHeTO Ha YIOBJIETBOPEHOCTTa Ha IMOTPEOMTENMTE HA aJIMHHHCTPATHBHH
yeinyru Ha L[AP ce npoBexna B u3nbiHeHue Ha Hapenbara 3a aMHHUCTPATHBHOTO
obciykBaHe U BbTpelnHuTe npaBuiia 3a OpraHu3alys Ha aIMUHHCTPATUBHOTO OOCITyKBaHE
B LIAP. AIMHHHCTPaTHBHOTO oOC/Iy)KBaHEe € €IMH OT KIIOUOBHTE BBHHIIHK Oeje3n 3a
eheKTUBHOTO (QYHKIHOHMpAaHE HA BCAKA aJMMHUCTPALHUS U 3a YCHEIIHOTO NPHIIOKEHHE HA
NPHHLHUIIATE Ha J00pOTO ympaBieHue. AJMUHHCTpaTuBHOTO oOciyxBaHe B LIAP ce
ochiecTaBa or llenTspa 3a agMuHHCTpaTHBHO o6ciyxBaHe (IJAO). CwrimacHo HAO,
MOTpeOHTEN € BCeKH TIpa<JaHWH WJIM OpraHu3alus, KOWUTO 3asBABAaT W/HIIM IOJ3BAT
aJIMHHUCTPATUBHO OOCIIyXBaHE upe3 3asBICHUA/MCKAHHS 3a W3/laBaHE Ha WHIWBH/yaJIHH
aJIMUHUCTPATHBHH aKTOBE 3a MPEJOCTABSHE HA aJMHHUCTPATHBHH YCIIYTH, 3@ H3BBpLIBAHE
HA JPYTH aMHHHCTPATHBHHU JEHCTBHS 110 HCKAHHUS, YBEJOMIICHHS U JIEKJIapalliH, KOUTO ca
MpeJBHICHH B HOPMATHUBEH aKT, CUTHAIH, NMPEIOKEHHs, JKaIOH M APYTH H/MIK KOHTO
OCBINECTBABAT KOHTAKT (JIMYHO MM IO JApPYr HAauyHH) IO IOBOJ aJMHHHCTPATMBHOTO
obcmyxBaHe.

B IIAP e cw3mageHa BB3MOXHOCT 3a oOpaTHa Bpb3ka C IOTpeOMTENUTE, upe3
W3IOJI3BaHE M IMpHJIaraHe Ha MeTojau 3a oOpaTHa Bpb3Ka, ONpEJC/ICHH BbB BbTpelHHTE
npaBujia 3a OpraHu3alusTa Ha aJMHHHUCTPaTHBHOTO obciyxkBaHe B IL[AP, kouTo ca
nyOMKyBaHH Ha ouiHanHaTa HHTepHeT cTpanuua Ha [JAP. ITonydenara uudopmaius ot
obparHaTa Bpb3Ka € aHAIM3UpaHa U 00ChICHA U 3a€JHO C pe3yJTaTUTE OT H3MEPBAHETO Ha
YOOBJICTBOPEHOCTTa Ha no*rpeGHTenHTe H HNpEANpHETHTE HBﬁCTBHH 3a HO}IOﬁpﬂB&He Ha
aJIMHHHCTPaTHBHOTO 00CTyKBaHe € OTpa3eHa B HACTOALIMA JOKJIal.

1. A3SMEPBAHE HA YIOBJIETBOPEHOCTTA HA IOTPEBUTEJIMUTE

ITpe3 2020 r. 6sxa npuetn HopMatuBHH npomenn B HAO (/IB.. 6p. 9 ot 31.01.2020
I.), HACOYEHH KBM IAI0CTHA ped)opMa Ha CTaHJapTHTE 3a KaueCTBO Ha a/IMUHUCTPATHBHOTO
obcnmyxBaHe U mojoOpsiBAaHE Ha CHCTeMara 3a obpaTHa Bpb3Ka OT IOTpeOUTENHTE Ha
aJIMHHUCTPAaTHBHH YCIYTH.

Hacrosmoro npoyusaHe Ha YOBJETBOPEHOCTTA HA IOTPEOMTENMTE, IOJI3BAIA
agmMuHKACTpaTHBHA yeiayrd B LIAO Ha LIAP e uzpbpuieHo Ha ocHoBanue 4. 24, ai. 5 ot HAO
1 obxsaia neprozaa 01.01.2020 r. - 31.12.2020 r.

ITpu npunarane Ha MeToauTe 3a 0OpaTHA BpB3Ka U NP M3CJIC/BaHE, H U3MEPBaHe Ha
YAOBJIETBOPEHOCTTA Ha MOTPEOUTEIUTE OT Ka4EeCTBOTO HA a/IMHUHUCTPATHBHOTO 00CIIyKBaHe
B LIAP ca cnazeHu u3nuckBaHuaTa, npeasuaeHd B HAO u Meroznonorusra 3a usMepBaHe H
yIpaBjieHHe Ha yJOBJIETBOpEHOCTTa Ha notpedburtenute, mpuera ¢ PMC Ne 246/10.04.2020 r.
3a o06psiBaHe Ha PBKOBOJICTBO 3a pa3paboTBaHe Ha XapTa Ha KiaveHTa U MerojioJorus 3a
M3MEpBaHE Ha YJOBJIETBOPEHOCTTA HA IIOTPEOUTEIHTE.



Meroau 3a ofpaTHa Bpb3Ka, H3MNOJI3BAHH 32 H3BBPIIBAHE OLEHKA HA
Y/IOBJIETBOPEHOCTTA HA MOTpeOHTEIHTE

ITAP ochinecTssiBa o6paTHaTa Bph3ka ¢ IOTpeOUTEIUTE, KaTo ChOMpa HH(pOopMaLHs 3a
Y/IOBJIETBOPEHOCTTAa MM OT TPEJOCTABIHHUTE aJIMUHHUCTPATHBHH YCJIYIH 4Ype3 NpHjaraHe v
M3I0JI3BaHE Ha CIIEJHUTE 3a/IbJDKUTEITHH METO/IH 3a 00paTHa Bph3Ka:

1. U3BbpliIBaHe HA AaHKETHH NTPOYYBAHHS;

2. [IpoBexjaHe Ha KOHCYJITALUHU ChC CIYKHTEITHTE,

3. U3pppuiBane Ha HaOIIOIEHHUS [TO METO/1a ,,TACH KJIHEHT;

4. AHaIM3 HA CHTHAIH, TIPEUTOKEHH S, KanOU U MOXBAIIH;

5. AHanu3 Ha MeJIUITHH Iy OJIUKaLHH.

M3110/13BaHK Ca ¥ JOIBIHATEIHN METOIH, peBUeHu B Wwi. 24, an. 2 Ha HAO:

6. TlpoBexnane Ha KOHCYJNTAllMH CBhC 3aMHTEPECOBAHH CTPaHM B DPaMKHTE Ha
KOHCYJITATHBHU OpraHH:;

7. AHanu3 Ha BTOpHYHA HHGOPMAIIHSL.

[Ipunarasero Ha MeToH 1, 2, 3 u 6 MO3BOJIM M3C/IE/IBAHE HA Pa3/IMYHU €JIEMEHTH Ha
yIIOBJIETBOpEHOCTTA 1o MHMuKathBa Ha LIAP. Metox 4 e obparHa Bpb3Ka, MOJy4YeHa IO
MHHLMATHBA HA TOTpeOMTENMTEe HA aIMUHHCTPATHBHM yciuyrd. mpenoctassiad ot LIAP.
Mertoau 5 ¥ 7 nO3BOJSBAT M3CIEIBAHE HA YIOBJIIETBOPEHOCTTA OT M3TOYHHLM, Pa3IMyHH OT
CITY’KHTEJIMTE ¥ MOTPEOUTEINTE HA aIMUHHCTPATUBHHU YCIIYTH.

OnucaHuTe METOJHM Cca OIpelesieHd BbB BBTpelIHUTE MpaBuiia 3a OpraHu3anus Ha
aJMUHUCTPAaTHBHOTO o6cmyxBaHe Ha IJAP. 3a BCeKkH OT MPHIIOKEHHTE METOIM CE€ U3TOTBH
IUIaH M Ce onpejieNid rpa K 3a NPOBEKIAHETO HA MMPOYYBAHUSATA.

[InanupanoTo ¥ u3BbpiieHo npoyuysaHe 3a 2020 r. obxBauia NSJIOCTHOTO
NpeIoCTaBAHE Ha YCIYTH M AeHHOCTH NPH aJMMHHCTPAaTHBHOTO obciyxBaHe B LIAP, xato
HaOIOJICHHETO € aKIIEHTHPAHO BbPXY NMPUJIaraHeTo Ha OOIMTE HOPMATHBHH H3HCKBAHHS IIPH
OCBIECTBABAHETO HA aAMHHHUCTPATUBHOTO OOCITy:KBaHE M Cla3BaHETO Ha CTAHIAPTHUTE 34
Ka4eCTBO Ha aJIMHHHUCTPATHBHOTO OOCITy/KBaHE.

['naBHara IeJ Ha INPOYYBAHETO M M3MEPBAHETO HA YJOBJIETBOPEHOCTTAa Ha
NOTpeGHUTENUTE OT MPEAOCTABIHUTE aJMHHACTPATUBHH yciuyrd 3a 2020 r. e MOBHIIABaHETO
Ha KayecTBOTO HA aJMMHHCTPATHBHOTO oOciyxBaHe B I[AP, ¢ HacO4E€HOCT KbM BCHUKH
noTpedOUTENN Ha YCIIYTH.

OCHOBHHTE IIEJIM HA IIPOYYBAHETO Ca:

1. UscnenpaHe opraHu3alnusATa Ha aJMHHHCTpaTHBHOTO oOcmyxBaHe B LIAP u
YIPaB/IEHUETO HA HETOBOTO KAayeCTBO, BB Bpb3ka ¢ mpomenute B HAO u PMC Ne 246/
10.04.2020 ., B T.4.:

0 IToxoOpsiBaHe JOCTHIA 10 AAMUHHCTPATHBHUTE YCIYTH U MOBUIIIaBaHE Ka4e€CTBOTO
1M;

(0 ViecHsBaHe TIpaXKJIaHUTe M IOPHAMWYECKUATE JIMIA IpH [I0JIy4aBaHETO Ha
undopMalMs 3a BHIOBETE AJMHHHCTPATHBHH YCIYTH, 32 HEOOXOJHMHTE 3asBJICHHS MO
obpasel ¥ periraMeHTHPaHUTE CPOKOBE;

00 IlpenocraBsHe Ha 3aMHTEPECOBAHUTE JHMIA NPOQECHOHAIHA KOHCYJITaLHs 3a
3ab/DKUTEIHAS  Habop OT JIOKYMEHTH, KOMTO OCHIYpsSBaT M3IBIHEHHETO Ha
aJIMAHHUCTpaTHBHATA YCIIyra.

2. VcraHoBsBaHe Ha OOLIECTBEHOTO MHEHHE OTHOCHO KAyeCTBOTO Ha
aJIMHHUCTPAaTUBHOTO 00cnyxBaHe B MIL

3. AHaiu3 Ha pe3yiTaTHTe, OllEHKAa Ha (aKTOpPUTE M NpEANpHEeMaHe Ha MEpKH 3a
noaobpsiBaHe Ha aJIMUHUCTPATHBHOTO OOCITyKBaHE.

4. O6ChKIaHE M NPHEMAHe HAa HANpPAaBEHWTE NPEUIOKCHHS OT IOTpeOUTEeNHTe Ha
aJIMMHHCTPATMBHH YCIyrH, NpeJOCTaBsSHH OT aaMHHHMCcTpauusTa Ha I[AP, otHOCHO
nofoOpsBaHe Ha aJMHHHCTPATUBHOTO OOCTy)XKBaHE€ M TMOBHMIIaBaHE Ha TAXHATa
YIIOBIIETBOPEHOCT.



5. BeBesxiane Ha MexaHU3MHTe 3a obpatHa Bpb3ka B LIAP, cerimacHo HAO u PMC Ne
246/ 10.04.2020 r., 1 oneHka Ha e(EeKTHBHOCTTA Ha INpoleca IO NPUIaraHeTo UM — KOH
KaHAIM ca Halil-uecTo M3IOJ3BaHM, KakBa WH(GOpMAUHU € Haif-1oje3Ha 3a (U3HYECKHUTE U
IOPUINYECKH JIUIIA.

IlesieBHTE rPYyNH 332 HACTOALIOTO MPOYYBAHE ca MOTPEOUTENNTE HA aIMUHUCTPATHBHH
yenyrd W ciyxurtenute oT LIAP, ocbliecTBABamy AE€HHOCTH IO AJAMHHHCTPATHBHO
obciysxBaHe U € Ha JOOPOBOJICH IIPHHIIHII 3a yJaCTHE.

AHaju3 Ha moJydeHaTa uHopmanus oT o6paTHATa BPB3Ka H Pe3yJITATHTE OT
H3IMEPBAHETO HA YJI0BJETBOPEHOCTTA HA MOTPEOHTEIHTE HA A/IMHHHCTPATHBHH yCJIyTH,
npexocrasanu ot LIAP 3a nepuoaa 01.01.2020 r. — 31.12.2020 r.

IIpoBexaaHe Ha AHKETHO NPOYy4YBaHe

AHKeTHOTO npoyuBaHe ce nposeje 3a nepuoaa 01.01.2020 r. —31.12.2020 r. upes nonbiBaHe
Ha aHKE€THa KapTa 1no 06pﬂ3€u MpPH MOCELIEHHE Ha MACTO B I_leHpra 3a aAMHHHUCTPATHBHO OGCJ'IY}KBaHB
Ha LIAP u upe3 nombasade Ha ye6-0a3upaH GpopMyJisp JMPEeKTHO Ha HHTEPHET cTpaHHuuara Ha LIAP.

AHKeTaTa e JOCTBIIHA 3a BCEKH, HE3aBHCHMO Jajid € 3aABHI yCJIyra HJIH HE. AHKeTHaTa
kapra 3a nmepuoga 01.01.2020 r. — 30.06.2020 r. chabpiKaiie BBIPOCH ¢ pa3HooOpa3sHa
TEMaTHKa.

Brnpocute ca GopMyJIHpaHH MaKCHMAJTHO KPAaTKO M SICHO, Taka 4e IMOTPEOUTENAT J1a
He ryGu BpeMme B onuTa cH Ja pa3bepe Bprpoca. [lonbaBaneTo Ha aHKeTHATa KapTa Ha XapTHs
HE OTHeMa rmoseye oT 5 (meT) MUHYTH. Upe3 KOHKPETHH BBIIPOCH € IPEABHIECHO H3CIIe/IBaHe
Ha CITa3BaHETO Ha CTAHJAPTHUTE 3a KQUeCTBO HAa aJIMUHUCTPATUBHOTO 00CITYKBAHE, 3aJI0)KEHH
B HAO. Bbnpocute OT aHKeTHara KapTa ca MOAXOJAIIM KaKTO 3a NEPUOJMYHO, TaKa H 3a
MOCTOSIHHO, €JKEIIHEBHO IOJlydyaBaHe Ha oOpaTHa Bpb3Ka 3a YAOBJIETBOPEHOCTTA Ha
rpakJaHuTe (B TOBA YMCJIO KakTO OT (PM3MUECKHUTE, TaKa M OT IOPHAMYECKHTE JIHLa) 3a
npenocTaBsiHuTe yciuyru ot LIAP.

BbrpocuTe ca rpynupaHu B HIKOJIKO OCHOBHHM HalpaBJIEHHUs: JOCTBIIHOCT HA MSICTOTO
3a oOcnyxBaHe; HAYWHH 3a T[oJyyaBaHe Ha HH(oOpManus 3a IpEeJIOCTaBAHUTE
aJIMHHMCTPAaTHBHU YCJIYTd; BpeMe 3a Ioly4yaBaHe Ha WHQpoOpManusTa WIM IojaBaHe/
MoJIy4aBaHe Ha JOKYMEHTUTE; OIIeHKa Ha oTHomeHueTo Ha ciyxurenute ot 3A0 B LIAP kM
rpaskJaHUTe; KOMIIETEHTHOCT Ha CIIY)XXHTEJIUTE, MHEHHS, KOMEHTApH H IPENOpPhKH 3a
nojgoOpsaBaHe Ha 00CITYKBaHETO.

[To-rosisMaTa 4acT OT BBIIPOCHTE B @aHKETHUTE KapTH ca OT THIA ,,BbIPOC ¢ H360p Ha
OTrOBOP C HAKOJKO BB3MOKHOCTH. VIMa ¥ OTBOpEHH BBIIPOCH, KOETO J1aBa BE3MOKHOCT 3a
W3Ka3BaHE HA MHEHHS U NPENOpbKH B cBOOOIHA (JopMa, U € HAIIBJIHO AHOHHMHO.

B nepuona sHyapu — nekemBpy 2020 r. aHKeTH ca ONBJIHEHH KaKTO OT KaHAKIATH 3a
aJIMMHHCTPAaTHBHH YCIIYTH, TaKa H OT CIy)KUTE/IM Ha KJIMHHUKH — JOTOBOPHH IAPTHHOPH Ha
I[IAP npu cinyxebHO mocemieHue. AHKETHPAHUTE TpaXkKIaHW OINpENeNAT IpEeABAPUTETHO
npexocraBeHaTa HH(popmauus 3a jgeitHocrra Ha L[AP karo ,scHa ¥ necHopa3bupaema™ H
,,TO4YHa ¥ neJIHA™. Te cyuTar, 4e € He UM € HeoOXoAuMa OTIbIHUTENIHA HH(pOpMAaIUs.

ITpu nocemenuero cu B LIAP, anketupanute ca obciayxenu B pamkure 10 go 15
MHMHYTH, Karo 94 % OT TAX ca 4akai¥ MO-MajJko OT 15 MHHYTM J0K4aTO I'M IIpHeMar,
ocra”anute 6 % ca yakamu noeevye ot 20 MuHytH. IIpe3 2018r. 25 % ot aHkeTupaHuTe ca
yakainy noseye ot 20 MUHYTH.

I[To oTHOIIEHHWE HA OpraHU3alMsTa HAa paboTa:

» Bcuuky aHKeTHpaHMTE /1aBaT OTJIMYHA OLIEHKA Ha OTHOLIEHUETO Ha CIIYIKHUTEIINTE,
Ha KOMIIETEHTHOCTTA Ha CIIy/KUTEJIUTE H BHCOKA HaTOBAaPEHOCT Ha CIIy KUTEIHUTE;

» 100 % oT aHKeTHpaHHUTE AaBaT OTJIMYHA OLIEHKA HA IPUEMHOTO BpEME C rpaxk/IaHu:

» 100 % or aHKeTHpaHHWTe MOaBaT OTJIMYHA M 3aJOBOJIMTENHA OICHKa Ha
YIOBJIETBOPEHOCTTA CH OT yciyrute Ha LIAP.



IIpoBexaane Ha KOHCYJITAINHH ChC CJIY/KHTE/IHTE

KoHcynTauuute CbC CIY/KHTEJIMTE, Karo METOJ 3a IMOjy4aBaHE Ha HedopMaiHa
obparHa Bpb3Ka OT NOTPEOUTENUTE, € NMPOBE/ICH B MEpHOJa 01.01.2020 r. — 31.12.2020 r.
(CHIVIACHO YTBBPIEHHUS TUIaH U rpaduK).

3a nmpuiaraHeTo Ha TO3W MeToA € obchieHa (opMa Ha JOKYMEHTHpAHE, B KOATO
CIY)KMTENMTE Ja IONBJIBAaT  BINEYATIEHHSITA CH  CICA  MPOBEXKJIAHETO  Ha
pa3sTOBOPH/KOHCY/ITauKK ¢ notpebutenute. [lokasarenuTe 3a OTIMTAHE Ca CBbP3aHH C BpEME
3a oOCIy)XBaHe, OpraHM3alus Ha Mpoleca Mo obCiyKBaHE, YCTHO MNPEIOCTaBAHE Ha
uHpopManus 3a YCIYTMTe, OTHOLICHHE HA CIYKHTEJIUTE KbM NOTpeOHTENHTE,
KOMIIETEHTHOCT Ha CIIY)KUTEJIUTE U JOCTBITHOCT Ha YC/Iyrara o pasjIH4Hi KaHajlH.

PesynraTure OT NpPOBEICHOTO MPOYYBAHE 3a BIEYATICHHATA HAa CIYKHTEIHUTE,
MOKa3Bar, ye:

O IloTpe6uTenuTe Ha aJAMUHUCTPATHBHHM YCIYTH TpEINOYMTATr TeneOHHHTE
pasroBOpH 3a MoJyyaBaHe Ha HH(opMauus, HO OYaKBaT IIMCMEHH OTIOBOPH Ha BBIIPOCH,
3aj1a/IeHy 1o TeslehoHa WiIM Ha eneKTpoHHaTa noma Ha LIAP:

[ Bpemero 3a mpeaocCTaBsHe HAa MCKaHAaTa HH(pOpMalus € B pamkure Ha 5 10 20
MHHYTH;

0 IloTpebuTenuTe ca JOBOJIHH OT MpEeAOCTaBeHaTa MM MH(pOpMAaLHMSL:

0 IoTpebuTenanTe 61arofapsr 3a OT3MBYHBOCTTA H IIPOABEHOTO BHUMaHHE OT CTpaHa
Ha ciykurenute Ha LIAP;

0 IMoTpebutenure GraroaapsT 3a MbIHaTa H TOUYHA HHGOPMALKs, NPEJOCTaBeHa UM
no TenedoHa, KAaKTO M HACOYBAHETO MM 3a IIOI3BAHETO HA JPYTHTE MpPEJIOCTABCHH OT
MHHHMCTEPCTBOTO KAHAJH 3@ JIOCTHII 10 HHPOPMAIHS.

PesynTatute OT MPOYYBAHETO COYAT, Ye B PAMKUTE Ha €IHH Tele(OHEH pasroBOp
notpebuTeNuTe MojyyaBar HeoOxoaumaTra MM HMH(pOpMalHs, INPENoCTaBeHa M0 JOCTBICH
HaYuH.

Crp3maneHata opraHu3aius Ha paboTa, YCHOPEJHO C JIByCTpaHHAaTa KOMYHHUKaIHs,
M03BOJIABA OBP30TO M IBJIHOLEHHO OpPHEHTHpaHE Ha IIOTPEOMTENHTE 3a Mpoleca Ha
obcity)xBaHe U BOJIM JI0 TAXHaTa 0011a yA0BIETBOPEHOCT.

[Tonyuyenara HehopmaiHa oOpaTHa Bpb3Ka € 00ChK/1aHa IEPUOJIUYHO HE ITO-MAIKO OT
1 OpT MECEYHO 3a H3ClIeJABaHC Ha YIOBJIETBOPEHOCTTa Ha n0Tpe6m‘enuTe Ha
aIMHHHACTpaTHBHH ycayrd. CrozeneHoTo oOINO BHEYATIEHHE ChHBNANAa C OTYETCHHTE
pe3yaTaTH.

BbB  BpB3Ka C BBBEKIAHETO Ha HOBHTE CTaHJapTH 3a KayecTBO Ha
aJIMHHHCTPATHBHOTO O0OCIYXBaHe, KaKTO M JMHAMHYHATa €NHJIEMHYHa OOCTAaHOBKa B
cTpaHata, 0OsXxa HalpaBeHH INPOMEHH B OpraHu3alusaTa Ha paboTa, KOMTO II03BOJIMXA
CKbCABaHE Ha MEpHOJA 3a BpbUBaHE HA H3/AJCHUTE AJMHUHHUCTPATHBHH aKTOBE 4pe3
BB3MOKHOCTHTe Ha CHcTeMara 3a CHT'YPHO €JIeKTPOHHO BpbYBaHe, IPHEMaHE Ha 3asBJICHHUS
0 EJIEKTPOHEH IThT, CHhCTaBsiHE W M3IpallaHe Ha OTrOBOPH Ha BBIPOCH B JIEH Ha
MOTy49aBaHETO HM.

H3BbpmBaHe HA HA0/II0AeHHE IO METO/1A , TACH KJIHEHT*

Hab6moienueTo no MeToja ,,TaeH KIHeHT e nposeaeHo B nepuozaa 01.12.2020 r. —
31.12.2020 r. B choTBETCTBHE C YTBBPACHHUTE ILJIAH H IpauK 3a IPOBEXKIaHE Ha IPOYYBAHHUS
U U3MEPBAHE Ha YIOBJIETBOPEHOCTTA Ha ITOTpeOUTENHUTE OT aIMHHUCTPATUBHOTO 00CITY)KBaHE
110 NpHJIaraH|uTe METO/IHM 3a obpaTHa Bpb3ka pe3 2020 r. ca o6cbaeHu cueHapuii U Gpopma 3a
JIOKyMEHTHpaHe Ha pe3yNTaTuTe. MeToabT € OCBLIECTBEH Ype3 MPOBEKAaHe Ha TeleQOHHH
Pa3roBOPH OT CITY)KHTEIH Ha MUHHCTEPCTBOTO IIPH ClIa3BaHe Ha pa3paboTeHHMs CLIEHAPHI.

O6ekT Ha HabmoieHueTo Osixa cirykutend Ha LIAP, yuacTaly B NpeioCcTaBsIHETO Ha
aJIMMUHUCTpATHBHATA yciyra ,,OpraHu3allHOHHO U (PUHAHCOBO MOJIIOMAaraHe 3a JeHHOCTH 110
aCHCTHpaHa PenpoAyKLHs, 3alIaTeH! ChbC cpezcTBa Ha [[AP®.



WscnenBanu ca cTaHAapTa 3a HACHTH()UKALKA HA CITy/KHUTEIUTE B a/IMUHUCTPALIUATA
npd BoJeHe Ha Tele()OHHH pa3rOBOPH M CTaHAapTa 3a CIa3BaHEe Ha IpaBHJjara 3a
KOMYHHKAIIMs C IOTpeOUTENUTE 3a Clia3BaHe Ha MpaBuJla 32 KOMYHHKaIHs C IOTPEOUTEIHNTE,
cra3BaHe Ha CTaHJapTa 3a HACHTH(HKALKS Ha CIIY)KUTEIUTE B aIMUHUCTPALIMATA IIPH BOJIEHE
Ha Tejne()OHHH pa3srOBOPH; MPEJOCTABSIHETO HA I'bJIHA M TOYHA MH(pOpMalHs, CBbp3aHa C
yciIyrara, KakTo ¥ ChOTBETHAaTa OpraHu3alys 110 HEHHOTO NPEJOCTABSHE.

OO61LIOTO BIIEYaTIIEHHE HA ,,TAHUS KJIMEHT, IPOBEJ HaOIOJEHUETO, € MTOJIOKUTEIIHO.
Ciy)KATEeTHTe, ¢ KOMUTO € IPOBEJEHO HaOIIOICHHETO, ca JI00€3HH W OT3MBYMBH IIPH
obcyxBane Ha notpeburenure. [Ipenocrapenara ot Tax HHpOpMalKs 3a yciIyrara € bjiHa
¥ TouyHa. KoMyHHKaIHATa € JIECHA H € Ha JOCThIeH e3uk. [o3HaBar ce OTAeIHUTE eTand H
NpOLECH, CBbP3aHH C yciIyrara.

AHAJIH3 HA CHTHAJIH, NPEAJI0KEHHS, KaJ0H H NOXBAJIH

PensT 3a perucrpauus Ha nopaneHute B LIAP curHamm, npemtoxeHus, xalibu H
MOXBaIH, KaKTO M aHAJIM3bT HA CUTHAIIM, NPEAIOKEHHUA, KalOH U MOXBaJIH, KaTo METOJ 3a
nojiyyapaHe Ha oOpaTHa Bpb3Ka M OpraHu3alMsTa 3a Npoy4yBaHe, H3MEPBAHE U yNpaBIeHUE
Ha YJOBJIETBOPEHOCTTa HAa MOTpeOMTEIHTE, ca ONpeleleHd BbB BBTpelmmHMTE npaBuia 3a
OpraHu3aiys Ha aIMMHUCTPATUBHOTO 00CITy:KBaHe

3a e(peKTHBHOTO TNPHJIOKEHHE Ha IMOCOYEHHA METOZ Npe3 OTYETHHUAT IEPHOI €
BBBEJICH OpraHU3MpaH U KOOPAMHHPAH pell 3a MoyryyaBaHe, 06paboTka, OTrOBOpP ¥ OTYHTAHE
Ha TOJIYYE€HHTE OT MOTPEOHTENIMTe CHUIHAIM, NPEUIOKEHHs, KalOH H nmoxBaiu. PeasT Ha
nojaBaHe M HAYMHBT, MO KOWTO mNOTpebMTeNnuTEe MoraTr jJa IOCTBIAT, aKo He ca
YAOBJIETBOPEHU OT OOCITY:KBaHETO W/MJIM OpraHu3auusaTa Ha paboTa, € JOCTBIIEH U OIJlaceH
3a nmorpebuTenuTe ¥ B Xaprara Ha KJIMEHTa

Oobxganar e nepuoasT 01.01.2020 r. — 31.12.2020 r. HauuHbT HA JOKYMEHTHpaAHE Ha
NPOBEXKIAHETO HA MeToja € Mperiael, moadop, aHaimu3 Ha MHpOpMalHs 3a BHIA Ha
NOCTBHIIMIHS  JOKYMEHT, pErucTpallMOHHMST My HOMeEp M jJaTta, KOPECIOHJEHT,
obnacTuTe/acekTUTe OT AIMHUHUCTPATUBHOTO OOCTYKBaHE 32 KOMTO CE€ OTHACH, KaHaja 3a
Nojy4yaBaHe Ha NOKyMEHTa, BHJa Ha IpeJNpUeTaTa peakuus H H3BBPLUIEHOTO JEHCTBHE,
CpoKa, B KOHTO € NpeJlpueTa peakiusaTa U ca U3BbPLUICHU ACHCTBUATA, aHAJIU3 U U3BOJIH,
HpeANpUeTHTE AeHCTBUS 3a MOBHUIIaBaHe KaueCTBOTO Ha 00CTyKBaHe.

ITpe3 2020 r. B ITAP ca noctemnunu o6mo 0 curnanu, 0 npeanoxenus u 0 xanbu Ha
rpaX<IaHH, Kacaellyu afMUHHCTpaTUBHOTO obciysxBane B LIAP.

ITpe3 2020 r. B LIAP HAMa NOCTBIIHIIM CUTHAJIK 32 HEPETTIaMEHTHPAHH U KOPYNILIHOHHH
NPaKTHKH, TPEJUIOKEHHS U JKaJIOH Ha IpakaaHy, Kacaelly aJIMAHUCTPATHBHOTO 00CTyKBaHE
B IIAP.

AHa/IH3 HA CHIHAJIH

AHaNU3bT Ha CUTHAJIUTE 33 OTYETHHUS NEPHOJ MTOKA3Ba, Y€ HE Ca MOCTHIIUIIH CUTHAIIH,
3acsirallld KaKTO OTIEJIHHM acHeKTH Ha aJIMHHHUCTPATHBHOTO OOCIyKBaHe, TaKa M
NpeJoCTaBIHOTO 0OciyxBaHe Kato 1puio. IlorpeOutenure HM H3Ka3BaT 3aJ0BOJICTBO OT
opraHu3auusTa 4 HayHHa Ha paboTa Ha ciayxwuTenuTe oT LleHThpa 3a aIMHHUCTPATHMBHO
oOcnyBaHe W OT CIelHaJu3upaHaTa ajgMuHucTpauus Ha I[AP, xkoero e mokasaren 3a
yIOBJIETBOPEHOCT Ha NOTPEOUTENHTE OT a]MUHHUCTPATHBHOTO 0OCITy/KBaHE.

AHa/IN3 Ha NpeJIoKeHHs

Ha notpebutenure Ha aIMHHUCTPATUBHHU YCIYTH € NPEAOCTaBEHA BB3MOMKHOCT Ja
OTIpABAT CBOHMTE IPEUIOKEHHs, KaTo IONBJHAT H3rOTBEH 3a ueiata (opMmyisp Ipu
MOCEIEHHETO CH Ha MSCTO B LleHThpa 3a aIMMHUCTPATHBHO OOCITYKBaHE M/IM HA MHTEPHET
crpanunara Ha [[AP, xaro mocersit crnenuagHo o000COOEHO MSCTO B CEKIHUS
»AJIMHHHUCTPATUBHO 00CITyXBaHe™.



3a OTYETHHs MEPHOJ HAMA MOCTBHIWIN NPEUIOKEHHS, B KOMTO NMOTPEOUTENHUTE Ja
OTIPABAT MPENOPHKH, ChABPIKAIIM ICHO (HOPMYIMPaHH HCKaHHs WIIM HAITBTCTBHUSA, Kacaelu
aJIMHHHCTPATHBHOTO 00ciyxBane Ha L[AP.

AHaJIH3 HA KaJI0H

Ilpu HanpaBeHHs MperJie]l ¥ aHAIN3 Ha MOCTHIMIMTE W PETHCTPHPAHH JKallOH He ce
OTYMTAT CHAbPXKAUIM MHOOpMALUSA 3a HEpeAHOCTH B obsacTra Ha AJIMHHUCTPATHBHOTO
o6cyKBaHe, KAKTO M OTIIPABEHH UCKAaHHs HJIM IPENOPBKY 3a OTCTpaHsABaHEeTO UM. Jlumcara
Ha aJ0u OT IpaKJIaHd W OpraHM3allMy € IoKa3aTes 3a KaYeCTBOTO Ha aJIMHHHCTPATHBHOTO
obcaysxBane B [TAP.

AHaJIH3 HA NOXBAJIH

E}KCII,HCBHO Ha €JIEKTpOHHaTa nolia Ha U.AP nocrenBar NHCMEHH Gnaroaapﬂocm 3a
NpeNOCTaBEHHUTE YCIIYTH, NOXBAJIH 3a OopraHHusaluATa Ha paGO'ra_. KOMIIETEHTHOCTTA H BHUMAHHETO Ha
CIYKHTENHTE, OBbP3UTE H H3YepnaTeaHH OTrOBOPH. B MHOr0 OT TAX € J1a/ieHa MOJIOKHTE/IHA OLEHKA H
oGpaTHa BPBb3Ka 3a HM3MNBJIHEHHETO HA CTaHnap‘ra 3a HauyWMHa Ha MNpeaocTaBAHE Ha HH(lJOpMaU.HHTa
OTHOCHO aAMHHHUCTPATHBHOTO OGCH}’}KBaHG.

B aHanu3a Ha MOXBaJIMTE Cca BKJIKOUYEHH H MOIYHEHHTE MO €JICKTPOHHA Iola, oT rpasxgaHH H
OpraHH3aLHH, 6ﬂaro,uapc*r3eﬂu MUCMa H MNOXBaJIH 3a MpeaocTaBeHaTa TOYHA H KOMIIETEHTHA
HH(bOpMaIJ,HH 3a aOIMHHHCTPATHBHHTE YCJIYI'H, KaKTO H 34 OKa3aHo culeiicmue OT CIIYKHTEJIHTE,
OTrOBOPHH 3a MPEeaoCTaBAHETO HUM.

AHaIH3 HA MeAHHHH NMy0IHKAHH

HabmoneHneTo BKIIOYBA HALIMOHAIHU MEJIHHU, Pauo, TEIEBU3H, TIEYaTHH HU3/IaHus,
HH(pOPMALIMOHHH areHLMH, OHJIaiH W3/laHWs, COLMAIHK MPEKH H IPYTH, 3a [1a C€ YCTaHOBH Harjiacara
Ha MOTpeOHTE/IUTEe U TAXHATA YIOBIETBOPEHOCT OT aJIMHHHCTPATHBHOTO OOC/Ty/KBAaHE, BbB BPb3Ka C
a/IMMHHCTPAaTHBHHUTE YCIIYTH, npeaocTaBsiHy ot LIAP.

MertoasT ce u3non3ea 3a aa ce:

1. Pearupa, mpu HeoOXOJMMOCT, Ha KOHKPETHH MyOJMKalMH, OTHOCHO KayecTBOTO Ha
aJMHHHUCTPATUBHOTO obciy:kBaHe B LIAP.

2. TlpoBene menuiiHO HabiloJeHHEe W aHANIU3 3a OMNpeJesieH MEepHOJ OT BPEME Ha TeMa C
MeJIMeH HHTepec, Kacaella aIMHHHCTPaTUBHATA ycilyra, npegocraBsHa ot LIAP.

IIpez 21 Bexk MeauHTe M COLMAJIHMTE MPEKH NPEACTaBNIABAT MOLUEH H3pa3uTesl Ha
O6LUECTBEHOTO MHEHHE M Ca eMH OT MU3TOYHHMLMTE 3a obpaTHa Bpb3Ka C IOTPeOMTENUTE Ha
aJIMMHHUCTPATHBHH YCITYTH.

B usnbiaHeHue Ha miaHa M rpaduka 3a NpoBEXKaHe HAa MpPOyYBaHHA M HM3MEpBaHE Ha
YIOBJIETBOPEHOCTTAa Ha MOTPEOMTENUTE OT aAMHWHMCTPATHBHOTO OOCHTY)KBAaHE MO MpHIaraHUuTe
Mmetoau oT Hadasoto Ha 2020 r. no 31 pexemBpu 2020 roguHa € M3BBPIIBAH MEJHEH MOHHTOPHHT,
(hoKycHpaH BBPXY aJIMHHHCTPATHBHOTO obcykBaHe U AeiHocTTa Ha LIAP

ITIpes 2020 r. He ca uaeHTHOHULMpPAHH MeJUHHM MPOSIBM., AKLUEHTHPAHH BBPXY
aJMHHUCTPAaTHBHOTO obcnyskBaHe Ha LIAP. [TonoxurenHaTa oLeHKa Ha opraHy3auusaTa Ha pabota U
uanocTHata aeidHocT Ha LIAP B m3meanennero Ha Cranjapra 3a HauMHa Ha NpejoCTaBsHe Ha
HH(pOpMaLMATa OTHOCHO aAMHHHCTPAaTHBHOTO 0OCIysKBaHe CE€ IOTBBPKAABaT U OT HUCKYCHHUTE,
MHEHHATa U MHOTOOpOHHHTE KOMEHTApH, H3Ka3aHH B COLIMAJTHUTE MPEXKH.

ITpu u3BBpIIBaHMS IPETJIE]l HE Ca YCTAHOBEHU HETATUBHY ITyOIHKAIIMH U MAaTEPHAIH,
OTHACALIH Ce 10 aAMHUHUCTPAaTHBHOTO oOcyxBaHe Ha LIAP. Chr0oTBETHO MOXKeE Ja ce Kaxe, 4ye
HEHAJIMYMETO Ha MyONMKalMH B MEJMHMTE MO TEMH 3a aJIMHHHCTPATHBHOTO OOCIy:KBaHE 3a
usteknata 2020 roguHa € apryMeHT, 4e Ha eleKTpoHHaTa cTpanuua Ha LIAP e myOnukyBana
H ce IpejiocTaBs u3deprnarTenHa HH(OopMalus 3a MPeOCTaBIHUTE AAIMUHUCTPATHBHH YCIIyTH.

B xoHTEKCcTa Ha METOAOIOTUATA 32 H3MEPBAHE M YIIpaB/IEHHE HA YIOBJIETBOPEHOCTTA
Ha notpeburtenure (akThT, ye He ce HabionaBaT MyOIHKalMU, MOXKE Jla ce ThJIKYBa KaTo
MOJIOXKUTENIHA OOINEeCTBEHAa OLEHKa 3a BHCOKOTO KayecTBO Ha aJIMMHHUCTPaTHBHOTO
obciyxBaHne B LIAP.



IlpoBexaaHe HA KOHCYJTAIHH ChC 3AHHTEPECOBAHH CTPAHH

Heo6x01uMOCTTa OT y4acTHETO Ha TPaKIAHH M HENPABUTEJICTBEHH OpraHH3alliH B
MPOLIECHTE Ha B3eMaHe Ha PElIeHHs € H3PHYHO PErIaMeHTHPAHO HE CaMO B KOHCTHTYIMHTE
¥ 3aKOHHTE Ha Pa3BHUTHTE EBPOMNEHCKH A1EMOKDALINH, HO M B MEXIyHAPO/IHU aKkToBe Ha ChBeTa
na Espona u EBponeiickus ¢bio3. KoHCynTauuuTe ¢ NpeCTaBUTEIM Ha YaCTHHA CCKTOp H Ha
rpaXKIaHCKOTO OOIIECTBO Ca 3aI0KEHH KaTO €IHH OT NPUHIHUIIKTE NMPH OCBLIECTBABAHE HA
neiiHocTTa Ha ajaMuHMcTpanuuTe B Bearapus. CeBeTHTe, KaTO KOHCYITaTHBHHM OpraHH,
OCHTypsiBaT HeoOXoAMMara KOODAMHAIMS MpPH OIPEACIITHETO M IPOBEXKIAHETO Ha
JbpIKABHATA MOJHTHKA B JIajieHa 06/1acT WK 10 0COGEHO BaXKHH BBIPOCH OT OOIIECTBEHA
3HAYUMOCT, KbM KOMTO OHMXa MOIJIM Ja ObaT OTHECEHH H BBIIPOCHTE 32 OpraHu3aluAaTa Ha
aJMUHUCTPATHBHOTO OOCIy’)XKBaHE M 3a YJOBJIETBOPEHOCTTa OT IPEIOCTABAHHUTE
aJIMUHHCTPAaTHBHHU YCIIYTH.

ITpe3 2020 r. ca MIaHWPaHHU AEHHOCTH, CBbP3aHHM C aHAIM3 X HAYMHH 32 MPUIIOKHUMOCT
Ha METoJ1a.

B M3mBiIHEHHE HA MJIAHKPAHOTO, WwieHoBeTe Ha OOLIECTBEHUs CHBET Ca 3aMO3HATH
pe3yJITaTATe OT JEHHOCTTa Ha KIMHUKUTE M C HEODOXOMMOCTTA ITOHE BEJIHBX N'OIMIIHO 113 Ce
BKIIOUBA 3a OOCHXNaHE YJIOBJIETBOPEHOCTTA OT aIMHHHCTPATMBHOTO OOCiyXBaHe C
TpECTABUTEIMTE OT HENPABUTEJICTBEHATE OPraHU3aluy U OusHeca.

[IpoBesenn ca cpemu ¢ wieHoBe Ha OOIIeCTBEHHS CHBET, IMOJNyYeHaTa H
aHanu3upaHata uHGOpManUs OT oOpaTHaTa Bpb3Ka W DPE3YJNTATHTE OT H3MEPBAHETO Ha
YIOBIETBOPEHOCTTa Ha MOTpeOuTenuTe ca oOChAeHH M KoHcyntupanu mpe3 2020 r. ¢
NpE/ICTABUTEIM HA HENPAaBHTEJICTBEHH OpraHM3allM¥ Ha TIpaxJaHuTe W Ou3Heca W Ha
rpaX1aHCKOTO 0OIIECTBO.

Cpb31aBaHeTo, NPHEMAHETO M IIPHIATraHEeTO Ha YIPABJIEHCKH PEINCHHs Clle[l U B
YCJIOBUSATA HA KOHCYJITAlMH M CHTPYJHHYECTBO C PaKIaHCKHUs CEKTOp € MpEeANocTaBKa 3a
NpUeMaHe Ha MO-A00pH pelleHHs, OTroBapsIl¥ Ha OOIIEeCTBEHHS HHTepec. BbIpekd ye
(GOpMHUTE HA YHACTHETO HA FPKIAHUTE MOT'aT J1a ca pa3HO0Opa3HH, TAXHOTO QYHKIHOHHpaHEe
Ha pa3JInYH{ HUBA € YCJIOBHUE 3a IEMOKPAaTUYHOCT, JISTHTHMHOCT H IIPO3PavyHOCT.

AHaJIH3 Ha BTOpHYHA HHbOpMAaLHS.

3a npusIaraHeTo Ha METOJIa Ce aHATM3Upa HAJIMYHATA aKTyalHa U ITbJIHA HHpOpMaLHs
(1OKYMEHTH B 1y6JIMYHOTO MPOCTPAHCTBO MM moydenH B IIAP), ce3nanena B LIAP uiu ot
NpYyrd aJMMHHCTDATHMBHH OpPraHd BBB Bpb3Ka C aJMHHHCTPAaTHBHOTO OOCIIyKBaHE.
W3tounuiin Ha MH(OpMALIKsI ca BCHUKH JIOKYMEHTH, aHAJIH3H, OTYETH, JIOKJIA/IH, H3CJIeIBaHUs
U JIPYTH MaTE€pHaTH, CBbP3aHU C aIMUHUCTPAaTUBHOTO 00CITYKBaHe.

MeTtoasT npe3 2020 r. ce npuiara:

1. PerynspHo — 3a mperjea M H3cieiBaHe Ha myOmuyHd U nonydeHn B L[AP
NpOYYBaHHUs, H3CJIEIBaHHUs U aHAJIU3HU NIpe3 rOAWHATA, BbB BPh3Ka C YIOBJIETBOPEHOCTTA Ha
NOTpeOUTENNTE OT AAMUHHCTPATHBHOTO 00CTy/KBaHE:

2. 3a KOHKPETHO IJIaHUPaHO NPOYYBaHE — 10 €JIEKTPOHEH BT IIPOBEPKA U aHAJIN3 Ha
nyGIMKyBaHWTE MUJIOTHH XapTH Ha KIHMEHTa, II0COYeHH B PEKOBOJICTBOTO 3a paspaboTBaHe
Ha Xapra Ha kiauenTa, npaero ¢ PMC Ne 246/10.04.2020 r.

3. Ilpu BB3HHKHAJA TIpe3 roJJMHATa WU3BBHIIJIAHOBA HEOOXOAUMOCT OT IIPOY4YBAHE.

Ipes 2020 r. e akTyanu3upana Xaprara Ha KIMEHTa M Cchllara € NMyOIMKyBaHa Ha
HHTEpHET cTpanuiara Ha LIAP.



2. YIIPABJIEHUE HA YJIOBJIETBOPEHOCTTA HA INIOTPEBUTEJIMTE
ITPE3 2020 r.

IIpes 2020 r. B LIAP ca u3BBpIIEHH CIICAHHTE HOPMATUBHH MPOMEHH, CBBP3aHH C
aJIMHHHCTPATHBHOTO 00CITyKBaHE:

00 UsroTeeHa e HOBa XapTa Ha KJIMEHTa.

[ AKTyanu3upaHy ca BeTpensuTe npaBuiia 3a OpraHu3anus Ha aMHHUCTPAaTHBHOTO
obcnyxpane B [IAP.

[0 AkTyanusupaHa e AHKETHAaTa KapTa 3a HM3MEpBaHE YIOBJICTBOPCHOCTTA Ha
NOTPeOUTENUTE Ha aIMAHUCTPATHBHE yciiyry B LIAP.

H3roTBeHH JOKYMEHTH, CBhP3aHH ¢ aAMHHHCTPATHBHOTO 00C/Ty:KBaHE

UsroTBeHu ca TulaH M rpaduK 3a INPOBEXKaHE HA NMPOYYBAHWS M H3MEpBAaHE Ha
YIOBIETBOPEHOCTTa Ha MOTpeOUTENHTE OT AIAMHHMCTPATUBHOTO oOciy:XBaHe 110
NpHJIaraHAuTe METOHM 3a 06paTHa Bpb3ka mpe3 2020 .

MonoGpenns B IlenTHpa 32 aAMHHHCTPATHBHO 00CTyKBaHE

0 B llenThpa 3a aAMMHUCTPATUBHO OOCIy)KBaHE Ca MOCTABEHH HOBH yKa3aTClIHH
taben.

[] MOHTHpaHH ca HOBH HH(pOpMaHOHHH Tabjia ¢ 00pa3Ly Ha 3asBICHHS.

00 JonsiautenHo B IIAO ca BpBeIEHH TPOTUBOCTTHACMHYHH MEPKH.

W3BbpuIeHH IPOMEHH HA HHTEPHET cTpanuuara Ha IAP

AKTyaM3upaHa € CeKuus ,,AIMHHUCTPaTHBHO 0o0CIIyXKBaHE™, KaTo € nyOJIuKyBaH
[omuuren ordet Ha LIAP mo 3/10U 3a 2020r.

[lepuoauyHo ce myOIuKyBa HH(OpMAaNKs 3a JISHHOCTTa Ha IIAP u ce akTyai3upar
CTATyCHTE HA KaHIHJATHTE.

Peaqn3upany nogo0peHHs OTHOCHO I0CThIIA 10 AAMHHHCTPATHBHH YCIYIH

C uen TpaiiHo Hanarade aBToputeTa Ha I[AP, npes 2020r. BpBe/OXME NMPAKTHKA 3a
H3npallaHe Ha OTrOBOp Ha MHCMAaTa, MOJY4YeHH Ha EJIEKTpOHHATa roia, B MaKCHMaJIHO KpaTbK CPOK
— B paMKHMTe Ha pabOTHHS [I€H, 32 KOETO BCEKH JICH MO/y4aBaMe GnarogapcTBeHH NMUCMa.

Ch31aeHa e TeXHOJIOTHYHA cpe/ia 3a eIeKTPOHHO M0/1aBaHe Ha 3asdBJICHUS H BPBYBAHC
Ha AaJMHMHMCTPAaTHBHM aKTOBE IIpH TIIpeJOCTaBiHE Ha aJMHHHCTpAaTHBHA yCIyra
,,OpraHu3aMOHHO ¥ (DHHAHCOBO MOJNOMAraHe 3a JCHHOCTH MO aCHCTHpaHa PernpoayKIHs
che cpezcta Ha LIAP.

OCHIypEeHOTO €JIEKTPOHHO 3asBiBaHE Ha aJIMHHHCTPATHBHA yCIyra M BpbYBaHC Ha
W3aICHUTe aJMHHHCTPAaTHBHU aKToBe, €3 [a ca HeOOXOIMMH IOCEIICHHA B Crpajara Ha
IIAP u mojaBaHe Ha JOKYMEHTH Ha MsCTO B LIeHTBpa 3a aJIMHHHCTPaTHBHO OOCITyKBaHE,
yJIeCHH KaHMIATUTE U TIOBUILK KAYeCTBOTO Ha aIMUHACTPATHBHOTO 00CITYXKBaHE B LIAP.

[Totpebutenute BBBeXAAT HHPOpPMALMATa EIHOKPATHO, KaTo ENeKTPOHHO
0Ja/IeHHTE JOKYMEHTH CE ChbXPaHABaT U ca JOCTHITHHM 3a TSX Oe3 OrpaHHyYeHHUs] BbB BPEMETO.

3AKJIIOYEHHUE

Pe3yaTaTHTE OT IMpPOBENEHOTO IPOYYBAHE IMOKA3BaT, Y€ MOTPEOMTENHTE HA YCIYIH,
npenoctassiu ot LIAP, He3aBHCHMO, faii ca rpaKIaHH, NPEJICTaBUTEIIN Ha Ou3Heca WM Ha
ompe/ieieHH HHCTUTYIIMH, IPOSBSIBAT MOJIOKHUTEIHO OTHOIICHHE KBM JCHHOCTTA Ha LIAP u
OTHOLIEHHETO Ha CITYKHTEJIUTE.

B IIAP ca cb3ajieHH yciIoBHs 3a €QEKTHBHOCT ¥ I'bBKABOCT IPH IPEJIOCTABSIHETO HA
a/IMMHHMCTPaTHBHO OOCITYXBaHe, OTroBapsllo Ha CTaHJapTHTE 3a KadecTBo. Kimenrture ca
JOBONHHM OT JOCTBIIHOCTTA Ha MICTOTO 3a OOCIyXBaHEe H BpEMETO 3a 0OCIyXKBaHC.
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CyKHTEJIUTE, KOUTO TH 0OCITY)KBAT, Ca H3KJIIOYUTEIHO OT3HBYMBH, JHOOE3HH U KOMIIETEHTHH
W BHHArH ca ChAEHCTBAIM ¢ roroBHOCT. Te ch3aaBar atMocdepa Ha J0OPOHAMEPEHOCT H
CBIPUYACTHE KBM BBIPOCHTE H IPOOIEMHTE Ha IOTPEOUTENHTE.

OpraHu3anysaTa Ha mpoiieca o npeaocTaBiHe Ha aJIMMHUCTPATHBHH YCJIYTH ITOKa3Ba
keaHaTa e(eKTHBHOCT 3a OCHLIECTBSBAHE HAa OCHOBHHMTE II€JIM HA aJIMHHHCTpaUUATa —
IpeN0oCTaBIHETO Ha 00CITy)KBaHe, ChOOPa3eHO C MHTEPECHTE HA IIOTPEOUTENHUTE.

W3BoaMTe, KOMTO MOraT Ja Ce HampaBsAT OT IOJIyYCHHTE pe3yITaTd ca, ue
OTHOLIEHMETO KBbM aJMHHHMCTPaTHBHOTO oOcCHyxBaHe, npenocraBsHo oT LIAP, e
TIOJIOXKHTENTHO.

Heo6x01uMo € J1a ce HaCOYH BHHMAaHHETO Ha MOTpeOUTEINTE KbM aHKETHHUTE KapTH,
C 1eJ1 OOLIpsBaHE HAa HHTEPECa MM 3a TAXHOTO NMONbjBaHe. BBB Bpb3Ka ¢ TOBa, Ha TabIoOTO
B IIAO e mocraBeHa HH(pOpMaIKs, HACOYBAllAa BHUMAHUETO 3a HAJIMYHETO Ha XapTHeHa B
IIAO u Ha ny6IHMKyBaHa aHKETa Ha HHTEpPHET cTpaHHuuaTa Ha [IAP.

[Ipu 0606LIEHHETO HA MOTYYEHHTE PE3yNTaTH € HAJIOXKHTEIHO Ja OTOENekHM
npeo61a1aBaloTO MHEHHE CpeJ] TPaKIaHHUTE U NPEJICTABUTENIMTE Ha OU3HeCa, B3N y4acTHe
B pEAIM3UPAaHOTO NpOy4YBaHE, Kacaeulo MojyyaBaHe Ha aJMHHMCTPATHBHH YCIYrd IO
€NIEKTPOHEH IbT. BHCOKHMSAT MPOLEHT aHKETUPAHH, W3DAa3HJIM MO3MTHBHO MHEHHE OTHOCHO
OpEeJOCTaBIHETO M TI0Jly4aBaHETO Ha YCIYyTHM 10 €JIeKTPOHEH IbT, € IoKasaren 3a
HEOOXOAMMOCTTa OT IIEPMAHEHTHO MOJIEPHM3MpPAHE M YCBBBPIICHCTBAHE TEXHHUYECKU
neinoctTa Ha LTAP.

B 0600111eHHe HA NMPOBEAEHOTO MPOYyYBaHE M B MHTEPEC HA HACTOSALUMS aHAIU3 €
3aJbJKMTENIHO J1a OTOENEeKHM, Y€ MHOIO BHCOK IPOLEHT aHKETHpPaHH H3passBaT CBOATa
YIAOBJIETBOPEHOCT OT OTHOLIEHHeTO Ha ciuyxurtenute oT LIAP mnpu ycraHoBsBaHe Ha
cnyxebeH KOHTakT ¢ morpeburtenure. He Ha mocineHoO MACTO aHKETHPAaHUTE CYMTAT, 4e
CIy)XKUTENUTE ca HoOpe MOATOTBEHH NpPO(ECHOHATHO, KAaTo ChIIO OTOENsA3Bar, 4e ca
NOJIYYHIIM JIECHO M3uepraresiHa WH(OpMalMs OTHOCHO MCKaHa OT TAX aJMHHHUCTpAaTHBHA
ycayra.

Ha 6a3a mony4eHHTe pe3ynTaTH M HalpaBeHHTe M3BOJAM MoOraT ja ce (popMyJMpar
NpPENnopbKH 3a moAoOpsABaHe KayecTBOTO Ha OOCIYXBaHETO M YCHBBPIIEHCTBAHE Ha
npemnaranuTe oT LIAP anMHUHHCTPAaTHBHH YCIIYTH, KAKTO U BE3MOKHOCTHTE 3a IIOCTOSAHHOTO
nofoOpsiBaHe M MOJCPHHM3MpaHe Ha MpOLECHTe, ThH Karo mobpara npodecnonaiHa
HOArOTOBKA H KOPEKTHOTO M IO3MTHBHO OTHOIIEHHE OT CTpaHa Ha CIYXHMTEIMTE ca
MpEeANnOCTaBKa 3a YCTOHYMBOCT M TrapaHIMs 3a YCNEIIHa peaju3als Ha LEJIMTe Ha
MHCTUTYIMATa. Taka moiydyeHata u o0OoOuieHa uHpopMmanus Moxe Ja Obae mMojie3eH
M3TOUYHMK 3a (JOpMYJIMpaHe Ha I0-HaTaThIIHUTE Lienu U npuoputetd Ha LIAP B chepara Ha
aJIMUHUCTpPATHBHATA MOJMTHKA.

IIpes 2021 r. LJAP me npoab/K¥ IIOCTOSIHHO Ja IOAAbp:Ka OTKPHT JIHaJor ¢
noTpeOMTENMTE Ha AaJAMHHHUCTpAaTHMBHM yciuyrd. llenta e yCBBBPHICHCTBaHE Ha
aJIIMHHHCTPAaTHBHOTO  OOCIy)KBaHE W  YCTOMYMBO  IOBHIIABaHe  JIOBEPUETO H
yJAOBIETBOPEHOCTTa Ha MOTpeOuTenure. AJIMUHHCTpAUMATa IIE NPOJBIDKMA Jia H3Cle/IBa
HMBOTO Ha YOBJIETBOPEHOCT HA Ipa){JaHUTE OT OTHOUIEHHETO HA CIYKUTEIHUTE, KaKTO H
3aBHCH OIIGHKAaTa Ha y4yaCTHETO Ha rpa)<aHuTe B Ipolleca Ha OOCHKIaHE H Pa3BHTHE Ha
opraHusanuaTa Ha paboTa, OTHacsIM ce N0 AaIMHHHCTPaTHBHOTO oOcmyxBaHe. Ilpu
3agBsBAHE HA AJIMHHHUCTPATHBHH YCIYrH INe ce pabOTH 3a MOBHINABAaHE HHMBOTO Ha
HH(QOPMHPAHOCT Ha TpaKJaHHTE [0 OTHOIIEHHE Ha MepkuTe B objacrtra Ha
aIMHHHUCTPAaTUBHOTO oOcyxkBaHe. LIAP HempexbcHaro me oOHOBsBa myOJIMKyBaHaTa
uH(pOopMalIKs Ha HHTEPHET CTPAHHIIATa CH, TaKa, ue T Ja Ob/e akTyanHa, 06eKTHBHA, CHA U
n3yepnatenda. [logabp:kaHeTo Ha OWAJOr M aKTHBHOTO THPCEHE Ha MHEHHETO Ha
noTpeduTeNNTE Ha AIMUHUCTPATUBHHU YCIIYTH € NIPEANOCTaBKa 3a IOBHIIaBaHE HA HUBOTO HA
OGCII}’}KBaHC, IMOBHIIIABaHE Ha YIOBJIETBOPEHOCTTa H MPEAOCTABAHETO MO €IAHWH e(I)CKTHBBH.
[po3payeH U OT3UBYMB HAYMH HA KAUECTBEHH aJMUHHCTPATUBHHU YCIYTH.



