MUHHCTEPCTBO HA 3IPABEOITA3BAHETO

HEHTHP 3A ACUCTHPAHA PENTPOAYKIIUS

FTOJAUIMEH JOKJAJ

3a OlleHKA HA YOBJIETBOPEHOCTTA Ha MOTPEGUTEUTE OT aJIMHHHCTPATHBHOTO 00CIY)KBAHE B
[{enTsp 32 acucTHpana penpoaykuus npes 2023 r.

AJIMHHHCTPATHBHOTO 00CIy KBaHE € eIMH OT KIIOUOBHTE BBHIIHH Oenesu 3a e(peKTHBHOTO
(yHKUMOHHMpaHe HA BCAKA AJMHMHHUCTPAUMs M 32 YCMEUWHOTO NPUJIOKCHHC HA NPUHLMIHUTE Ha
706pOTO ynpasieHue. AJMHHHCTPATHBHOTO 00C/y)KBaHE B LIAP ce ochiuectssiBa ot IlenTnpa 3a
anmunuctpartuio obcnyxsane (LIAO).

B I{AP e cb3zazeHa Bb3MOXKHOCT 32 00paTHA BPb3Ka ¢ MOTPEOUTEIIUTE Ype3 U3MO3BAHE H
npuiaraHe Ha MeToaM 3a oOpaTHa Bpb3Ka, ONpejeicHW BbB BbIpelnuTe npasuia 3a
OpraHM3alMaTa Ha aJIMHHHCTpaTHBHOTO obcimyxsane B LIAP, kouto ca myOnmkysand Ha
opuumansara uureprer crpannua Ha LIAP. TTonyuenara wndopmanus ot oOpaTHara Bpb3Ka ¢
aHanM3uMpaHa ¥ 00ChJCHA M 3ae[HO C pe3yJTaTHTe OT H3MEPBAHETO HA Y/I0BJCTBOPCHOCTTA HA
noTpeGHUTENIHTE W NPEANPHETHTE JICHCTBHSA 3a 11000psABaHe Ha aIMHHHCTPATHBHOTO oOciyxKBaHe
€ OTpa3eHa B HACTOSALLMS JIOK/Ia/l.

1. U3BMEPBAHE HA YJOBJIETBOPEHOCTTA HA IOTPEBUTEJIMTE

HacToswoTo mnpoyuBaHe Ha YAOBJETBOPEHOCTTa Ha MOTPEOHTENHTE, MOJ3BAIM
aaMunuctpatuBan yeuyru B 1IAO ua LIAP e ussbpuieno na ocnopanue wi. 24, an. 5 or HAO u
obxsama nepuomaa 01.01.2023 r. —31.12.2023 r.

[Ipu npuiaraHe Ha METOAMTE 3a oOpaTHa Bpb3Ka W NP M3CJEJBAHE, H M3MCPBAHC Ha
y/10BJICTBOPEHOCTTA Ha IOTPEOUTENUTE OT KAYECTBOTO HA aIMHHHCTPATHBHOTO obcykBate B LIAP
ca craseHu u3nckpanusta, npeasuaenn B HAO u MetojioioruaTa 3a u3MepBaie H yIpaBJIieHHE Ha
yJI0BJIETBOPEHOCTTA Ha noTpedureaute, npuera ¢ PMC Ne 246/10.04.2020 r. 3a ogobpsBane Ha
PbkoBosicTBO 3a paspaboTBaHe Ha Xapra Ha KiueHTa M MeTojonorus 3a H3MEpBaHC Ha
YJIOBJIETBOPEHOCTTA HA OTPEOHUTEIIUTE.

Meroan 3a ofpaTHa BpbB3Ka, H3MOJ3BAHH 32 H3BbpHIBAHe OLEHKAa Ha
YAOBJIETBOPEHOCTTA HA MOTPEOHTEIHTE

LIAP ocbiiecTBsiBa oOpaTHaTta Bph3ka ¢ norpeduTenuTe, Kato chOMpa HHpopMarms 3a
YJIOBJIETBOPEHOCTTA WM OT [PEJOCTABAHUTE AJAMMHHCTPATHBHH YCIYrH upe3 MNpujaraHe H
M3I10J13BAHE HA CJIEJAHUTE 3ab/UKHTEIHH METO/IM 3a 00paTHa Bpb3Ka:

1. U3BbpiuBaHe Ha aHKETHH TIPOYUBAHHS

2. ITpoBexkaaHe Ha KOHCYNTALHH CbC CIIYKHUTEIINTE;

3. U3pbpiuBane Ha HAGIIOJEHHS 110 METO/A ,,TACH KIHEHT

4. AHaJIN3 Ha CHTHAJIH, TIPEJUTOIKEHUS, JKaJIOn M TMOXBAJIH;

5. AHasiu3 Ha MeAMHHU MyOIHKaLKK.

U31o3Bany ca U ciIeHUTe AOBIHUTETHI METOM, NpeBHaeHH B Wi 24, an. 2 na HAO:

6. TTpoBeskaaHe Ha KOHCYJITAlMH ChC 3aMHTEPECOBAHH CTPAHH B PAMKHTE Ha KOHCYJITATHBHH
OpraHu;

7. Ananu3 Ha BTOpHYHA HH(pOpMaILHs.

[Tpunaranero Ha Mertoad 1, 2, 3 u 6 no3BoJIM M3Cje/BaHE HA PA3IMYHH CIEMEHTH Ha
YJOBJICTBOPEHOCTTA 110 HHHIMATHBA Ha LIAP.



Metoq 4 e ofparha Bpb3Ka, MOJyYeHAa [0 WHMIMATHBA HAa MOTPeOHTENHTE HA
aIMUHACTPATHBHU yCIIyTH, TpetocTaBsanu oT LIAP.

Metoau 5 1 7 103BOsIABAT H3CJIE/IBAHE HA YIOBIECTBOPECHOCTTA OT H3TOUHHIIH, Pa3/IHIHH OT
CIY)KUTEIMTE U OTPEOUTEINTE HA aJIMUHUCTPATHBHHU YCIYTH.

OnucaHnuTe METOAM ca oImpeseeHd BbB BbTpellHHTEe NpaBuiIa 3a OpraHu3alls Ha
aJMMHHCTPAaTHBHOTO 0OCyxBane Ha [IAP. 3a BCeKH OT NPHIIOKEHHTE METO/H CC H3TOTBH ILJIaH H
ce onpeieiu rpadHK 3a NPOBEKIAHETO HA MPOYYBAHHATA.

[T1aHMPaHOTO M M3BBPIIEHO Npoyusane 3a 2023 r. oOXBalla HATOCTHOTO MPEIOCTABAHE HA
yCayru W JIeHHOCTH NpPH aJMMHMCTPATHBHOTO OOC/IYXBaHE B LIAP, xkaro HaOMIOJAEHHETO €
AKIEHTHPAHO BBPXY IPHIAraHeTo Ha OOLMTE HOPMATHBHH H3UCKBAHMS NIPH OCBIICCTBABAHCTO Ha
aIMHHACTPATHBHOTO ~OOCHyXBaHe M  CIIa3BaHETO HA  CTAHJApTHTE 32  KadecTBO  Ha
aJIMHHHCTPATHBHOTO 00C/yKBaHE.

[7aBHATA 1E HA [POYYBAHETO M M3MEPBAHETO HA Y/IOBIETBOPEHOCTTA HA OTPEOUTENIHTE
OT TIPeJIOCTABIHHUTE aJIMHHHCTPATHBHA yciyrn 3a 2023 T. ¢ MOBHIIABAHETO HA KA4yeCTBOTO Ha
A/IMMHHCTPATHBHOTO 00cykBaHe B L]AP, ¢ HACOUEHOCT KbM BCHUKH NMOTPEGHTEIN HA yCIyTH.

OCHOBHHTE 11€JIH Ha IIPOYYBAHETO ca:

1. Wscneasane OpraHmM3alMsTa Ha aJAMHHMCTpaTHBHOTO oOcrmyxksane B LIAP w
yIIpaBJICHHETO Ha HEFOBOTO KA4ecTBO, BbB Bpb3Ka ¢ npometute B HAO 1 PMC Ne 246/ 10.04.2020
r., B T.4..

71 TomoGpsiBane A0CTHIIA 110 AAMHUHHCTPATHBHUTE YCJIYTH H TIOBHIIABAHE KAUYECTBOTO UM;

(] ViecHsiBaHe rPaKkIaHUTE M I0PH/MUECKUTE JIHLA MPH MOyYaBaHEeTo Ha HHpOpPMALUS 32
BUJIOBETE QJMHHHCTDATHBHH YCIYIH, 3a HEOOXOAMMHTE 3asBieHMs 1o ofpaseil M
perjaMeHTHPaHHTE CPOKOBE;

] TlpenoctaBsHe Ha 3aMHTEPECOBAHMTE JMIA NpPO(EeCHOHAIHA KOHCYNTauus 3a
3aIB/DKUTEIHMA  HA0Op OT JIOKYMEHTH, KOMTO OCHIYpsBaT —M3IbJIHCHHETO Ha  BCskKa
aJMMHHCTPATHBHA YCJIyra.

2. VeranoBsiBaHe Ha 0OLIECTBEHOTO MHEHHE OTHOCHO KAY€CTBOTO HA a/IMMHHUCTPATHBHOTO
obcny:xBane B MII.

3. AHanu3 Ha pe3yjTaThTe, OIEHKa Ha (AKTOpUTE W MpEeANpHEeMaHe Ha MEpKH 3a
noj00psABate Ha aAMHMHUCTPATHBHOTO 00CIIyKBaHE.

4. O6ebxaHe M TpUeMaHe HAa HANPaBEeHHWTE IMPE/UIOXKEHHs OT MoTpeduTennTe Ha
aIMHHACTPATHBHH YCITYTH, MIPEIOCTAaBIHI OT aJiMHHUCTpanusTa Ha LIAP, oTHocHO nojodpsBane
Ha aJIMMHUCTPATHBHOTO 00C/Y)KBAHE M MOBHILIABAHE HA TAXHATA Y/IOBJIETBOPEHOCT.

5. BbBex/iaHe Ha MexaHU3MuTe 32 oOpaTHa Bpb3ka B LIAP, cbriaacHo HAO u PMC Ne 246/
10.04.2020 r., 1 oueHKa Ha e(peKTHBHOCTTA Ha MPOLIEca 110 NPHIAraHeTO UM — KOM KaHAJIH ca Hali-
YecTO M3IOJNI3BAHN, KakBa MH(pOpPMAIUS € Hali-TioNe3Ha 3a (PU3MYECKUTE U FOPHANYECKH JINTa.

[leneBuTe rpynu 3a HACTOSIIOTO MPOYYBAHE Ca MOTPEOMTENNTE HA AJAMMHHUCTPATHBHH
yeayru u ciyxkurtenute or LIAP, ocbiiecTssBalii ACHHOCTH 110 aIMHHUCTPATHBHO o0ciyKBaHe U
€ Ha JJOOPOBOJICH NMPUHIHII 3@ YYacTHe.



AHaan3 Ha mojaydvenara undopmanus or obparHaTa BPB3KA H pPE3yJATATHTE OT
H3MEPBAHETO HA Y/IOBJICTBOPEHOCTTa HA NOTPeOHTENHTE HA AAMHHHCTPATHBHH yCJIyrH,
npenocrassinn ot LIAP 3a nepuoaa 01.01.2023 r. — 31.12.2023 r.

[IpoBexkaane HAa AHKETHO NMPOYyYBaHe

AHKETHOTO npoyusane Kacae nepuoja 01.01.2023 r. — 31.12.2023 r. upe3 nonbisane Ha
aHKeTHa KapTa 110 00pasell MPH MOCEIIeHHE Ha MACTO B LleHThpa 3a a/IMHHUCTPATHBHO obciyxBaHe
na LIAP u upe3 nombisane Ha yed-6asupan (popmyJisip AMPEKTHO Ha HHTCPHET CTpaHULaTa Ha LTAP.

AHKETaTa ¢ J0CTbIIHA 32 BCEKH, HE3aBUCHMMO JIajld € 3asBUJI yCiIyra WM He. AHKeTHaTa
KapTa ChBPKAIIE BHIIPOCH C pa3HooOpasHa TeMaTHka. Brpocute ca popMy/Mpani MakCHMAITHO
KpaTKO M SCHO, Taka ue NoTpeOMTeNsT ja He rydH BpeMe B ONHMTa CH Ja paszbepe BBIpOCa.
[MombIBAHETO HA AHKETHATA KApTa Ha XapTus HE OTHeMa mosedye OoT 5 (mer) MuHyrH. pes
KOHKPETHH BBIPOCH € TIPEBHIEHO M3Cjle/IBaHE Ha CIa3BaHETO Ha CTAHJAPTHTE 3a KauecTBO Ha
aJIMHHHCTPAaTHBHOTO obcnyxkBane, 3aioxkenu B HAO. Bwbnpocute OT aHKeTHaTa Kapra ca
MOJIXO/ALIM KAKTO 3a NEPHOMYHO, TAKA M 32 IOCTOSIHHO, ©KEJHEBHO N0Jy4aBaHe Ha oOparHa
BPB3Ka 33 YJIOBIETBOPEHOCTTA HA IP@KJaHuTe (B TOBA YHCIIO KAKTO OT (PH3HUECKUTE, TaKa W OT
IOPHIMUECKHUTE JINLIA) 3a IpeflocTaBsHuTe yeayru ot LIAP.

Bbnpocute ca rpynupaHH B HAKOJIKO OCHOBHH HAlpaBJICHHA: JOCTBIHOCT Ha MACTOTO 32
oGcrykBaHe; HauMHHM 3a T0JydaBaHe Ha MH(pOPMAlLHs 3a NPEJOCTaBAHUTE aMHHHCTPATHBHH
yCIIYrH; BpeMe 3a nojlyuaBaHe Ha MH(OpMAlKMATa M NOjlaBaHe/ Mojly4yaBaHe Ha JIOKYMCHTHTE;
olleHKa Ha oTHomeHueto Ha ciayxkurenute ot 3A0 B LIAP kbM rpaxciaHuTe; KOMIETCHTHOCT Ha
CITy’KHTEITHTE; MHEHWS, KOMEHTApH H TIPEIOpBKH 3a olobpsiBae Ha obciyxksanero. [lo-ronsmara
4acT OT BBIPOCHTE B AHKETHHTE KapTH Ca OT THIA ,.BBIPOC ¢ W300p HA OTrOBOP C HAKOJIKO
BB3MOKHOCTH. VIMa U OTBOpPEHH BBIPOCH, KOETO JlaBa Bb3MO)KHOCT 32 M3Ka3BaHC HAa MHCHH H
penopbKH B cBOOOAHA (hopMa, H € HAIIBJIHO aHOHHMHO.

B nepuona smyapu — jgexemBpu 2023 r. ca nonbaxenn 13 amkeru. Ot aHKETHpaHHTE
rpakianu 77 NpOLEHTA Ca JKEHH, KaHI1/aTH Ca OPraHH3alHOHHO H (JHHAHCOBO MO/IOMAraHe; 77
% ca paGotemn: 23 % ca KHBENIH B 4y:KOMHA, BCHUKH TOJI3BaT MOOHIICH tenedoH, KOMITIOTHP,
MHTEPHET, EJICKTPOHHA IOLIA.

BcHYKH aHKETHpaHH OLCHABAT Y/OBJCTBOPEHOCTTA CH OT MPEJOCTABAHMTE YCIYrH KaTo
OTJIHYHA.

Beuuky ankernpatn ca nocetu LIAP 1o oo nojaBaHe/nosyyaBaHe Ha 10KyMEHTH, 46
npoueHTa oT TAX ca nocetuau LIAP 3a nbpsu nbT. Te ca nomyuniu uH(popmanus 3a AeHHOCTTa HA
IIAP ocHOBHO OT seueGHuTe 3aBeienus — 62 %: ot mosuatu — 23 % u ot unrepHer — 15%.
AHKeTHpaHHTEe orpenensat padotHoTo Bpeme Ha LIAP karto ynobHO 3a TAX, NPEABApHTEITHO
npejocTaBeHara nH(Gopmanms 3a JCHHOCTTa Ha LIAP karo ,scHa 1 jiecHopa3Oupaema™, ,,TouHa U
[IbJIHA™ U CUUTAT, Y€ HE € He0OXO0MMa JOMIbIHUTEIHA HHpOPMALIHS.

ITpu nocenennero cu B LIAP, BCHUKH aHKETHPAHHTE OTrOBAPAT, Y€ Ca YaKaJIu M0-MaJIKO OT
10 MHHYTH JIOKATO I'M NIPHEMAT U ca 00CIyKEeHH B paMKHTe 10 10 MHHYTH.

[lo orTHOwIEHME HA oOpraHuM3anMsaTa Ha padoTa, AHKETHPAHHTE A OLEHABAT KaTo
YJIOBJIETBOPHTENIHA H OT/IMYHA. TakaBa € M OLleHKaTa UM 3a OTHOLICHHETO W KOMIIETCHTHOCTTA Ha
CITYKHTEJIUTE.

AHKETHPaHHTE OLIEHSBAT y0BJIETBOPEHOCTTA CH OT IPEIOCTABAHUTE YCJIyTH KAaTO OT/IHYHA.
["paskIaHUTE ca JIOBOJIHH OT JOCTHIIHOCTTA HA MSCTOTO 3a 00CIYKBAaHE W BPEMETO 32 00CI Iy KBAHE.
Ciy)KUTENNTE, KOUTO M OOCIY)KBaT, ca OT3MBYMBHM, JIIOOE3HH W KOMIETCHTHH W BHHArH ca
chaelicTBanu ¢ roToBHOCT. Te ¢h3aBar arMocepa Ha J0OPOHAMEPEHOCT U ChIPHUYACTHOCT KbM
BBIIPOCUTE U MPOOTEMHTE HA MOTPEOUTENUTE.



TpoBexaane HA KOHCYJITALUHMH ChC CAYKHTETHTE

KoHcy/TaumuTe che CIyKUTENTHTE, KaTO METOJL 3a MOJIy4aBaHe Ha nedopmanHa obpaTHa
Bpb3Ka OT notpedutenute, ¢ mposenen B neproga 01.01.2023 r. — 31.12.2023 r. (cbriaacHo
YTBbpACHUs IUlaH M rpaduk). 3a npuiaraHeTo Ha TO3M METOA ¢ obchiaeHa (opma Ha
JOKYMEHTHpAHE, B KOSITO CIIY/KHTEITHTE Ja TIOMBIBAT BIEUATICHUATA CH CJIE/L TIPOBEIIAHETO Ha
pasroBopH / KoHcy itaunu ¢ norpeburennte. [lokasarennre 3a OTUHTAHE €a CBLP3AHHK € BPEME 3a
o6ciyKBaHe, OpraHu3alis Ha mpoueca rno odciy)KBate, yCTHO Npe/loCcTaBsHe Ha uHpopmanus 3a
YCIIYTHTE, OTHOIIEHHE HA CITYXKHTEIMTE KbM MOTPEOHTENHTE, KOMIETEHTHOCT Ha CITYKHTCITHTE 1
JIOCTBITHOCT HA ycjyrara rno pasjiMYH{ KaHaju.

Pe3ynratute OT NPOBEACHOTO NPOYUBAHE 33 BICUATICHUATA HA CITY)KUTCIIHTE, T10KA3BaT, ¢

7 IorpeGuTennTe Ha AIMHHUCTPATHBHI YCITYTH NPEANOUHTAT tesie()OHHUTE Pa3rOBOPH 3a
nojiyyasane Ha HH(OpPMalHs, HO OUaKBAT MIMCMEHH OTTOBOPH HA BBIIPOCH, 3a/1a/ICHHU 110 Tenedona
WJIM Ha ejleKTpoHHara noua Ha [1AP;

1 BpemeTo 3a npeiocTaBsiHe Ha MckaHata HH(pOopMalus € B paMKHTE Ha 5 10 20 MUHYTH;

7] TloTpe6uTenuTe ca A0BOJIHHA OT NpeJlocTaBeHaTa MM HHQOpMALIHA;

[ Tlorpebutenute 6aaroJapsat 3a OT3MBYMBOCTTA H NPOABEHOTO BHUMAHHE OT CTpaHa Ha
ciyxkureaure Ha LIAP;

(] TlorpeGuTenute GaarojapsT 3a IbjHaTa M TOYHA WH(OpMALM, NPEAOCTaBCHA UM T10
TenedoHa, KAKTO M HACOUBAHETO MM 3a MOJI3BAHETO HA JPYIHTE NPE0CTaBEHH KaHajH 3a J0CTbII
J10 MHQpOopMarus.

PesyitaTuTe OT NpPOYYBAHETO COYAT, Y€ B PAMKMTE Ha EIUH TeieOHEH pasroBop
noTpeOUTE/UTE NOTyyaBaT HeoOX0MMAaTa UM HHPOPMALHs, IPEJOCTABEHA 110 10CTHICH HAHH.

Cp3pajieHaTa opraHusaids Ha padoTa, YCIMOpEAHO C JBYCTpaHHATa KOMYHHKallHd,
1103BOJISIBA OBP30TO H MBJIHOLECHHO OPHEHTHPAHE HA NOTPEOUTEINTE 3a ITpolieca Ha obcnyxBaHe U
BO/IH /10 TSIXHATA 00111a YA0BJICTBOPEHOCT.

IMonyuenara HeopmaiHa oGpaTHa Bpb3Kka e 00CHK1aHa MIEPHOJINIHO HE MTO-MAJIKO OT 1 0BT
Ha TPUMECEUHE 3a M3C/IE/IBAHE HA Y/IOBJICTBOPEHOCTTA HA MOTPEOUTEINTE HA AIMUHHCTPATHBHH
yeayru. Crio/iesneHoTo 001110 BIeyaT/eHHe ChBIIa/la ¢ OTYCTEHHTE Pe3y/ITaTH.

BbB Bpb3Ka ¢ BHBEXKIAHETO HA HOBHTE CTAHIApPTH 3@ KAaueCTBO HAa aJIMHHHCTPAaTHBHOTO
obcrysxkBane, Oele CKbCeH Meprosia 3a BpbUBaHE HA M3/1Q/ICHUTE AIMUHHCTPATHBHH aKTOBE HpC3
BL3MOKHOCTHTE Ha CucTeMara 3a CHTYPHO €IeKTPOHHO BpbuBaHe, NpUeMaHe Ha 3asBJICHHA 110
eJIeKTPOHEH ITBT, CHCTABSHE M M3MpalllaHe Ha OTTOBOPH Ha BBIIPOCH B CPOK, TMO-KpaThK OT
YCTaHOBCHHS.

H3pbpuBane Ha HAD/I101eHHE 110 METO/1A ,, TACH KJHEeHT"

HaOmonenuero 1mo Meroja ,.TaeH KIHEHT € MPOBEJEHO B IMEpHOJA 01.12.2023 r. —
31.12.2023 r. B chOTBETCTBHE C YTBBPJACHUTE TUIaH M rpaduk 3a NpoBeXk/1aHe HA MPOY4YBaHHSA H
H3MepBaHEe HA Y/OBJICTBOPEHOCTTA HA NOTPeOHTENHTE OT aJIMHHHCTPATHBHOTO O0C/IY)KBAHE MO
TIpUJIaraHnTe MeTojaM 3a oOparHa Bpbska npes 2023 r. ca oOChICHH CUCHApHi H dopma 3a
JIOKYMEHTHpaHe Ha pesyaTaTHte. MeToabT € OCHIUIECTBEH 4Ype3 MPOBCK/AHC HA Tee()OHHU
Pa3roBOPH OT CILYXKHTEIH MPH Cla3BaHe Ha pa3pabOTeHHs CLEHAPHH.

O6ekT Ha HaOmoxaenuero Osxa cayxurtesn Ha [[AP, yyacTBaiin B NMpeOCTaBIHETO HA
aAMHUHHCTpaTHBHATA yciyra .,OpraHu3auHoHHO M (DMHAHCOBO MOANOMAraHe 3a JICHHOCTH [0
acHCTHpaHa Penpo/lyKLus, 3aMIaTeHn cbe cpencrsa na LIAP™.

WM3crneBany ca cTaHjapTa 3a WAeHTHGHUKAIMA Ha CIYKHTEIHTE B aIMHHHCTPAIMATA TIPH
BOJICHE Ha Tefe()OHHM PA3rOBOPH M CTaHJApTa 3a Cla3BaHEe Ha MpaBHjaTa 3a KOMYHUKalHs €
noTpebuTeNHTe 3a CHa3BaHe Ha MpaBHa 32 KOMYHHKAaUusi C MOTPEOMTENHMTE, Cra3BaHe Ha
cTaHapra 3a ujaeHTH(OHUKALHMs HA CIYKUTEIUTE B Q/IMHAHHCTPAIMATA IIPH BOJICHE HA tenedoHHn
pa3roBOpH; MPEJOCTABAHETO HA MBbJHA M TOYHA MH(OpPMAlMA, CBbp3aHa C ycayrara, KakTo H
CHLOTBETHATA OPraHU3alMsl 10 HEHHOTO NPe/I0CTaBsHE.



OGLOTO BreyaTIeHHe Ha . TalfHUS KJIMEHT™, MpoBel HaOIIOACHHETO, € MOJIOKHMTEIHO.
CIy)HTENnTe, ¢ KOHTO € MPOBEJIeHO HalMOIEHHETO, ca TO0e3HH 1 OT3UBUHBH TIPH obcnykBaHe
na morpeGurennte. IlpejocraBenata oT TAX HH(OpMalMA 3a yciayrata ¢ MbjHAa H TOYHA.
KoMyHMKauusaTa € JiecHa M € Ha JocTbied e3uK. [lo3naBar ce OTAC/HMTE €Tanu U MpPOLCCH,
CBBP3aHH C yciyrara.

AHAJIN3 HA CHIHAJIH, NPE/TOKEHHS], KAJI0H H NOXBAJIH

PeasT 3a peructpauus Ha nojajaesute B LIAP curnany, npeuioxeHus, JKaJIOM U [OXBAJIH,
KaKTO W aHAIM3BT HA CHTHAJIM, MPEJIOKEHHUS, KaJIOH W MOXBAJIM, KaTO METOJ 3a 1oJTy4aBaHe Ha
oOpaTHa Bpb3Ka M OPraHM3aLlusTa 3a IPOyYBaHe, M3MEPBAHE H YNPABJICHHE HA y0BJICTBOPEHOCTTA
Ha noTpeduTENMTE, Ca ONpejeieHd BbB BbTpeulHuTe npasBuia 3a  OpraHu3auds  Ha
aJIMHHHCTPATHBHOTO 00CITyKBaHe

3a e)eKTHBHOTO TPHIIOKECHHE HA IIOCOYEHHS METO/L ITPE3 OTYCTHHAT MEPHOA € BBBE/ICH PE/L
3a nojiyyaBase, oOpaboTKa, OTrOBOP M OTYMTAHE Ha MOJYYEHHUTE OT HOTPEOUTEINTE CHUIHAIIH,
NpeJUToKEH s, JKaiou 1 moxsaiu. PeIbT Ha 101aBaHe U HAYHHET, 110 KOHTO noTpeduTeIMTE MOTaT
Ja TIOCTBIIAT, aKO HE ¢a yJOBJIETBOPEHH OT 0OC/YKBAHETO W/WIIH OpraHu3auuaTa Ha pabora, ¢
JIOCTBIICH M OrJIaceH 3a notpedurennte H B Xaprara Ha KJIHeHTa

O6xsanar e nepuoast 01.01.2023 r. — 31.12.2023 r. HaunHbT Ha JOKYMCHTHpAHE Ha
MPOBEXK/AHETO HA METOJA € Mperyes, noadop, aHalu3 Ha HHpOpPMANKs 3a BUA HA MOCTBITHIINA
JIOKYMEHT, PErHCTPAllHOHHMS MYy HOMEp M JaTa, KOPECINOH/ICHT, obacTuTe/acnekTuTe OT
aJIMMHHCTPATHBHOTO 00C/Iy)KBaHE 3a KOMTO C€ OTHACS, KaHaJla 3a MoJly4yaBane Ha JOKYMEHTA, B/
Ha NPEANpPHETaTa PeaKilusa U U3BbPLICHOTO JCHCTBHE, CPOKA, B KOHTO € MPEANPHETA PEAKIHATA H
ca U3BbPIUICHH JICHCTBUATA, AHAJIH3 H H3BO/IH, IPE/LTPHETUTE JACHCTBHS 32 IIOBHLIABAHE KA4CCTBOTO
Ha 00CITyKBaHe.

AHA/IH3 HA CHTHAJIH

Ipe3 2023 r. B LIAP He ca nOCTHIIMIN CUTHAJIH, NMPEVIOKEHUA U JKaIOH Ha IpaK/IaHy,
3acAralld KakTo OT/CJHH acrnekrd Ha aJMHHHCTPATHBHOTO oﬁcny'ﬂmaue, Taka H IMpeaoCTaBiHOTO
obcayxBaHe Kato usn0. [TorpebuTennTe HU M3Ka3BaT 3a/10BOJICTBO OT OPraHM3aUMsTa W HaYHHA Ha pabora
Ha COYKHTCIIHTEC OT LleHpra 3a aAMHHHCTPATHBHO OGC.TI_\,’}KBaHC U OT crieurairH3dpaHaTa aaMHHHCTPaLHA
Ha ]J.AP, KOETO € IoKasares 3a YJ0BJIETBOPEHOCT Ha HOTpeGHTEH HUTE OT aAMHHHUCTPATHBHOTO OGCI]}’}I(BaHe.

AHA/IN3 HA NPEIOKEHHs

Ha notpedurenuTe Ha aIMHHUCTPATHBHHU YC/IyTH € PE/I0OCTaBeHa Bb3MOMKHOCT /1 OTIPABAT
CBOMTE TIPEUIOJKEHHs, KaTO TOIBJIHST M3rOTBEH 3a LeTa (GOpMyIsp MpH MOCEMEHHETO CH Ha
msicTo B LleHTbpa 3a a/IMMHUCTPATHBHO 00CIy)KBaHe MM HA MHTepHET cTpanuuara Ha LIAP, kaTo
[OCETST CHEeIHATHO 000C00EeHO MACTO B CEKIHs ,,AJIMUHHCTPATHBHO 00CIY/KBAHE™.

3a OTYETHUS NEPHOJL HAMA IOCTBITHIIHN MIPEJUIOKEHHS, B KOUTO TIOTPEOUTENHTE J1a OTIPaBAT
MPENoOpbKH,  ChAbPXKALM  ACHO  (OPMYJIMPAHH  HCKaHMA MM  HAbTCTBHA,  KacacllH
aJIMMHUCTPATHBHOTO 00cnykBaHe Ha LIAP.

AHA/IH3 HA OXBAJIH

ExenneBHo Ha enextponnara nou@a Ha LIAP nocrensar mucmenu OnarojapHocTn 3a
IpeI0CTABEHUTE YCIyTH, OXBAIM 32 OpraHu3aluiTa Ha paboTa, KOMIETCHTHOCTTA M BHUMAHHCTO
Ha CITyXKHTEIMTe, OBP3NTE W H3UEPIATE/IHH OTTOBOPH. B MHOro OT TSX € JajieHa MoJI0KHTEe/HA
oleHka M obpaTHa Bpb3Ka 3a M3nbiHeHuero Ha CTaHjapTa 3a HauMHa Ha NPEJOCTAaBAHC HA
uH(OPMALMATA OTHOCHO aIMHHUCTPATHBHOTO 00CIIyKBaHE.

B anaiM3a Ha TIOXBAJIWTE Ca BKJIIOYEHH M TOJYYEHHTE TII0 €JICKTPOHHA rola
GnarosapcTBEHH MHCMa W MOXBIM OT IPAXAaHW M OpraHM3allMK 3a NPEAoCTaBeHaTa TOYHA H
KOMIIETEHTHA MH(OpPMALHA 32 aAMHHHCTPATHBHHTE YC/IYTH, KAKTO M 33 OKa3aHO ChACHCTBHE OT
CITY’KHTEJINTE, OTTOBOPHHU 3a MPEIOCTABAHETO HM.

ITpe3 2023 r. B LIAP HsMa NOCTBHNMAM CHTHAIM 33 HEPEIJIAMEHTHPAHH H KOPYIIHOHHH
NPAKTHKM, Kacaellly aiMHHHCTPaTHBHOTO oOciyxBane B LIAP.



AHAJIH3 HA MeIHITHH NYOJIHKAUHH

[lpe3 21 Bek MeaMHTE M CONMATHHTE MPEKH MPEICTABJIABAT MOLICH H3pasHTCT Ha
OGIIECTBEHOTO MHEHHE M €a €IMH OT M3TOYHMLMTE 3a oOpaTHa Bpb3Ka ¢ MOTpEOMTEIMTE HA
aIMMHHCTPATHBHH Ycayrd. MeToabT ce u3110/13Ba 3a Jia ce:

1. Pearupa, mpu HeOOXOJHMOCT, Ha KOHKPETHH IyOIMKAIlMH, OTHOCHO KadecTBOTO Ha
aJIMMHHCTpaTHBHOTO 00ciy:xBane B [{AP.

2. Tlposesie MeauiiHo HAO/IOEHHE M AHAIM3 32 ONPE/E/ICH NCPUO/L OT BPEMC HA TEMa €
Me/IMeH HHTEpeC, Kacaella aJMHHHCTpaTHBHATA YCIIyTa, IPe/IocTaBsHa OT LIAP.

B usnbiHeHHE Ha TuaHa W rpaduka 3a NpOBEKJAHE HA NMpPOyuBaHHs H M3MEPBAHC HA
Y/IOBJIETBOPEHOCTTA Ha MIOTPEOHTEIUTE OT A/AMHHHCTPATHBHOTO o6ciyKBaHe oT HayaioTo Ha 2023
r. no 31 nexemBpu 2023 rojauHa € W3BLPUIBAH MEIUEH MOHHTOPHHT, (hokycupan BBPXY
aJIMHHHCTPATHBHOTO 00Ciy*kBaHe U JeinocTra Ha LIAP

[Ipez 2023 r. He ca WACHTHOUUMPAHH ME/HHHH IIPOABH, AaKUCHTHUPAHH BbPXY
anMHHHCTpaTHBHOTO oOciykBane Ha LIAP. TTosoxuTennara onenka Ha Opranu3aiuaTa Ha pabota
u sutocTHaTa aeiiHocT Ha LIAP B msnbanenuero Ha Cranzapra 3a HauWHa Ha MPEIOCTABAHE HA
HHPOPMAIMATA OTHOCHO aJAMHHHCTPATHBHOTO OOCHY)KBAaHE CE MNOTBbPIKAABAT H OT JAUCKYCHUTC,
MHEHMATAa U MHOTOOPOHHNTE KOMEHTAPH, H3Ka3aH! B COLMATHHTE MPEKH.

IIp M3BBLPLIBAHMS Mperjie/l He ca YCTAHOBEHW HETaTHBHHM MyOJHKAUMH M MaTepHaiH,
OTHACSIIM Ce /10 aZIMMHHCTpaTHBHOTO obcnyxBane Ha LIAP. Toa no3posisiBa /1a ce Hanpasu U3BOJ,
ye Ha ejekTpoHHarta crpanuna Ha I[AP e nyOimkyBana M ce NpeaocTasst H3depraTeiiHa
uH(OpMAaLKs 3a MPEJOCTABAHNTE aIMUHUCTPATHBHH YCIIYTH.

B KoHTeKcTa Ha METOJ0JIOTMATA 32 W3MEPBAaHE M YIPAaBJICHHE HA YJO0BJIETBOPEHOCTTa Ha
notpeduTenuTe GaKTHT, Ue He ce HabI1o[aBaT HEraTHBHY MyOJINKAIMK, MOKE J1a C¢ THIKYBa KaTo
[OJIOKMTE I HA OOLIECTBEHA OLICHKA 32 BUCOKOTO KAueCTBO HA aJMHHHCTPATHBHOTO 00CIy)KBaHE B
LIAP.

IpoBexaane HA KOHCY/JTALHH CbC 3AHHTEPECOBAHH CTPAHH

ITpes 2023 r. ca niaHUpaHu JACHHOCTH, CBbP3aHH C AHATM3 W HAYMHHU 3a IPHJIOKHUMOCT Ha
MeTofa. B M3mbiHenwe Ha IUIaHMpaHoTO, wieHosere Ha OOuiecTBeHus cheeT kbM LIAP ca
3a103HATH ¢ Pe3yJITaTHTE OT ACHHOCTTA Ha KJIMHUKHTE H C HEOOXOMMOCTTA ITOHE BE/IHBIK M'OJNIITHO
Ja ce BK/IIOYBA 3a OOCHK/AHE Y/OBJIETBOPEHOCTTA OT AJMHHMCTPATHBHOTO oOCiy)KBaHe ¢
[PeJCTABHTENMTE OT HENMpABUTEICTBEHHTE opranusauun u Ousneca. [lposezenu ca cpeuwn ¢
yneHoBe Ha OBIIECTBEHNS CHBET, NTOJIyueHaTa ¥ anajiM3upanara HHdpopmarus oT odparHara Bpb3Ka
W pe3y/ITATHTE OT W3MEPBAHETO HA YAOBJICTBOPEHOCTTAa HA MOTPEOMTENHTE Ca OOCHACHH H
KoHcyTHpatu npe3 2023 r. ¢ NpeCTaBUTENH Ha HEIIPABUTEICTBEHH OPraHH3allii Ha FPAKIAHHTC
1 Gu3Heca ¥ Ha rPaX/JaHCKOTO OOILECTBO.

Anauau3 Ha Bropu4yHa HHoOpManus

3a MpUJAraHeTo Ha METOJA CE AHAIM3MPA HAIMYHATA AKTyaiHa M NbjHA MH(OpMaLs
(1OKYMEHTH B 11yGIHYHOTO NPOCTPAHCTBO HilH nonyyenu B LIAP), cv3nanena B LIAP unn ot npyru
aJIMHHICTPaTHBHH OpraHd BbB BPB3Ka C aJIMHHHCTPATHBHOTO oOciyxkBaHe. M3rounnnm Ha
uHpOpPMALMSA ca BCHUKH JOKYMEHTH, QHAJIM3H, OTHYETH, JIOKJIA/IH, H3CIIE/IBAHHA H IPYTH MaTCPHAIIH,
CBBP3aHH C aJIMUHHCTPATUBHOTO 0OCIIYIKBaHE.

MeTtoawT nipe3 2023 r. ce npuiara:

1. TTeproaM4HO — 3 Nperyiesl U U3C/IeBAHE Ha MyOANYHHM H NOJIyUCHH B LIAP npoyuBanus,
M3CIIEBAHMS U aHAIM3H [IPe3 IOJMHATA, BbB BPh3Ka C Y/IOBJICTBOPEHOCTTA Ha NOTpeOUTENUTE OT
aJIMHHHCTPATHBHOTO 0OCITY)KBaHE;

2. 3a KOHKPETHO IUIAHUPAHO MPOYYBAHE — M0 €JIEKTPOHECH NMBT 3a MPOBEPKA M aHAIN3 Ha
Xaprara Ha KJIMEHTa.

3. Tlpu BB3HMKHAIA TIPe3 FO/IMHATA H3BBHILIAHOBA HEOOXOIMMOCT OT HPOY4BaHE.



2. VIIPABJIEHHE HA YIOBJIIETBOPEHOCTTA HA NMOTPEBUTEJIUTE IPE3
2023 r.

I[Ipe3 2023 r. ce wu3mbiHsABAXa YTBbPJAEHUTE HOPMATHBHH [POMEHH, CBBP3aHH C
aIMMHHCTPAaTUBHOTO O0C/IY)KBaHE M YTBbpACHHTE BbIpeulHn mnpasuna 3a opraHu3auus Ha
aJMHHHCTPATHBHOTO obciyxBane B LIAP, Xapra Ha kimMeHTa W AHKeTHa KapTa 3a M3MepBaHe
Y/IOBJICTBOPEHOCTTA HA MOTPEOMTEIUTE HA AZIMHUHHCTPATHBHH YCiyru B LIAP.

H3rorsenn 10KyMeHTH, CBbP3aHH € AIMHHHCTPATHBHOTO 00C/Ty:KBAHE

Msrotsenn ca miman u rpadWk 3a npoBekaaHe Ha NPOYYBAHHSA W M3MEpBaHe Ha
Y/IOBJIETBOPCHOCTTA HA MOTPEOUTEMTE OT aJAMHHMCTPATHBHOTO OGC/YXKBaHe 110 NPHIAraHHTE
METO/IH 3a 0OpaTHa Bpb3Ka.

ITopo6penns B LleHTHPa 32 aAMHHHCTPATHBHO 061y KBAHE

I1pe3 2023 r. ce u3nbiusBaxa BbBEJCHHTE IPOMEHH, CBHP3aHH BbBEICHHTE 0N bIHUTEHHI
IIPOTHBOCIH/ICMHYHH MEPKH, KaKTO M CKbCEHMs CPOK 3a OTFOBOP Ha 3allMTBAaHMs, MOJYy4YE€HH Ha
€JIEKTpOHHaTa rnoma Ha [[AP.

W3BbpuieHn npoMenn Ha HHTepHeT cTpannnara na LIAP

B cekums , AnmunucrparuBho ofciyxsane” ca ny6Gaukysanu OTdeT HA LEJIMTE Ha
aJIMUHHCTpauusTa, ['oMIen ToKTa 3a yJ0BJIeTBOPEHOCTTa Ha noTpeduTtenute, [omuuier oTyer
Ha LIAP no 3JIOU. Tlepuoamuno ce my6ankysa akryanna uapopmanus 3a aeiinocrra Ha LIAP u ce
aKTyaJIM3upar CTaTyCHUTE Ha KaH1UJ1aTHTE.

Peansnpann noaodpennst 0THOCHO A0CTHNA 10 ATMHHHCTPATHBHHE YCAYTH

[Tpe3 2023 r. ce u3nbansBaxa BbBEACHATE IPOMEHH, CBBP3AHHU € MOA0OPEHHS JOCTbII 10
aJIMHHMCTPATUBHOTO 00CITy)KBaHE:

[Motbpika ce WHPOPMALMOHHO-TEXHONOTHYHA Cpela 3a ENeKTPOHHO TMOJ@aBaHe Ha
3a5BJICHHA ¥ BPbYBAHE HA aJIMMHHCTPATHMBHH AKTOBE IPH IPEJOCTaBAHE HA AJMHHHCTPATHBHA
yeayra ,,Oprauu3atioHHo 1 (PMHAHCOBO MOJNOMAraHe 3a AeHHOCTH 110 aCHCTHPAHA PErpOAYKLIHs
ChC cpezcTsa Ha LIAP.

OcurypeHoTo eJeKTpOHHO 3asBABAHEC HA AJAMMHHCTPATHBHA YyCjyra M BpbuBaHe Ha
M3/1aJICHHTE aIMUHUCTPAaTHBHH aKTOBE, O€3 /1a ca HeOOXOAMMH NocelleHus B crpanara Ha LIAP u
lI07laBaHe Ha JIOKYMEHTH Ha MscTO B LleHTbpa 3a aIMHHHCTPATHBHO OOC/Y)KBaHe, YJIECHH
KaH/IHJIaTHTE W MOBHLIU KAQYECTBOTO HA aJIMMHUCTPATHBHOTO oOcaykBane B LIAP.

Iorpeburennre BbBexaT MHOPMALMATA €IHOKPATHO, KATO €IEKTPOHHO I0JaJCHATE
JIOKYMEHTH C€ ChXPaHsABaT M Ca JIOCTBITHHU 3a TAX 0e3 OrpaHHyeHHs BEB BPEMETO.

C wen Tpaiino HanaraHe aBToputera Ha LIAP, nomabpiame BbBEAEHATA MpakTHKa 3a
M3rOTBSHE Ha OTrOBOP Ha MCMATA, [10J1y4€HH Ha €JICKTPOHHATA 0111, B MAKCHMAJIHO KPaThK CPOK,
3@ KOCTO BCEKH JICH M0JyyaBame 01aroiapcTBEHH HCMa.

OrGens3Baiiku 14 roaunu ycnemna pa6ora Ha LIAP ¢ noseue ot 15 000 poxenn neua, u
opraiusupaiiku Jlen na orBopenure Bpartu, Ha 31 mapt 2023 ronuHa Getie aeHa Bb3MOKHOCT Ha
BCH'KH JKeJIaeluy J1a ce 3ano3Hast ¢ exuna Ha [{AP 3a na sananar Bbrpocure, KOMTO I BbJIHYBAT,
W Jla moJrydar akTyajlHa, W3uepriaTejiHa W JIOCTOBEepHa HH(OpMAaLHs, KOATO Ja UM O3BOJH Jia
HaNpaBAT HaH-NMOAXO/ALIHSA 3a TAX W300p. LlenTa Ha MHHUMATHBATA € MOBMIIABAHE HA 3/paBHATA
KyaTypa B OOIIECTBOTO M Pa3NpOCTPAHEHHE HA J0CTOBEPHA M JAOCTHIHA OOIIECTBEHATA
WH(OpMaLKA 110 OTHOMEHHE JeMorpadekuTe MpobiieMu Ha oBINECTBOTO HH M JeHHOCTHTE 110 AP,
(punancupanu ot LIAP, na ce nazie rIacHOCT 3a Bb3MOKHOCTTA Ha BCEKH HY3K/IACLL Ce 3a CBOGOIEH
1300p U JOCTDBI JI0 TE3U YCIIYTH.



SAK/IIOYEHHUE

AHAIU3BT HA OpraHU3alMaTa Ha polleca N0 NPe0CTaBIHEe Ha AJIMMHUCTPATHBHH YCIIYTH B
LIAP nokaspa xesiaHara e()eKTHBHOCT 3a OCbLIECTBABAHE HA OCHOBHHUTE LIC/IM HA aIMHHUCTpALUsiTa
— TpelocTaBsHeTo Ha o0cayXKBaHe, ChOOpa3eHO ¢ HHTEpEeCHTe Ha IOTPEOHTENIHTE, KaTo
aJIMMHUCTpaTHBHOTO oOcayxBaHe B LIAP ce wu3BbpuiBa B mbieH 00eM, MpPH IOCTHIHATH
MHJIMKATOPH 3a M3MbJIHEHHE M B OIpPEJCJIICHUTE CPOKOBE, MPH BHCOKA YJIOBIETBOPEHOCT Ha
NoTpeOUTEIMTE Ha Q/IMHHUCTPATHBHH YCITYTH

B 060011ieHne Ha HACTOSIIMS aHAIM3 € 3abJUKUTEIHO J1a OTOCNEeKNM, Y€ 3a MOPEICH MbT
MHOI0 BHCOK MPOLICHT rpaykJaHu H3pa3sBaT CcBOATAa YJOBJIETBOPEHOCT OT OTHOLICHHETO Ha
cnyxutenute ot L|AP npu ycraHoBsBaHe Ha ciy)keOeH KOHTakT ¢ TsX, Karo CYHTaT, 4e
CIYKHUTEIIUTE ca Jo0pe MOAroTBeHH NpPOQecHOHATHO, W OTOENA3BaT, Y€ JIECHO Ca MOJIy4HIIH
u3uepnaresnHa uH(opMmallisi OTHOCHO HCKaHa OT TAX aZIMMHHCTpaTHBHA yciyra. [Totpeburenute na
ycayru, npejgoctaBsiu oT LIAP, kaTeropudHo 3asgBABaT CBOETO MOJIOKHUTEIHO OTHOLIEHHE KBM
JieriHocTTa Ha [{AP u OTHOILIEHHETO Ha Cly)KUTENUTE.

Ilpe3 2024 r. LIAP we npoab/oKH Ja NOIbpXKAa OTKPHT JHAIOr C NOTPEOMTENMTE Ha
aJIMMHHHCTPATHBHH YCIYrH. AJMHHHCTpalMaTa 1Ie TMPOABL/KH Jia H3cjie/iBa HHBOTO Ha
YJIOBJIETBOPEHOCT HA FPAKJAHUTE OT MPEAOCTABSIHUTE YCIYTH U OTHOLUIEHHETO Ha CITYKHTEJIUTE.
[MojuibpiKaHeTO HA JHAIOr M AKTHBHOTO ThPCEHE HA MHEHMETO Ha NOTPEOMTEIUTE € YCIOBHE 3a
TpeJIoCTaBIHETO HAa KaUeCTBEHH aJIMHHHCTPATHBHH YCIIYTH 110 e(peKTHBEH, TPO3payeH U OT3UBYHB
HAaYMH B HHTEpPEC Ha MOTPEOMTENNTE, KaKTO M YCTOWYMBO 3ana3BaHe Ha JOBEPHETO H
YJIOBJIETBOPEHOCTTA HM.

JUPEKTOP HA
IHHEHTDHP 3A ACUCTUPAHA PEIIPOAYKIHS:
J-P MAPUSI TEOPTI'MEBA



