MHUHHUCTEPCTBO HA 3/IPABEOITAZBAHETO

LHEHTBHP 3A ACUCTUPAHA PENTPOAYKIINSA

FTOAUMIMIEH JOKJUA/J

3a OIEHKA Ha Y/I0BJIETBOPEHOCTTA Ha MOTPEOUTETHTE OT AAMHHHCTPATHBHOTO 00CITYKBaHEe
B LleHTBp 3a acucTupana penpoykuus npes 2024 r.

AJIMMHHCTPATHBHOTO 0OCITYXKBaHe € eHH OT KJIFOYOBHTE BHHIIHK Oese3n 3a ePeKTHBHOTO
(GYHKIHOHHpaHe HAa BCAKA aMMHHUCTpALMs M 3a YCNEUIHOTO MPHUJIOKEHHE Ha MPHUHUMIHTE Ha
nobpoTo ynpasienue. AIMuUHHCTpaTHBHOTO oOcayxkBaHe B LIAP ce ocbuiecTBsBa ot Llentopa 3a
aamunuctparusao obcyxkBare (IJAO). B LIAP e cp3zanena BE3MOKHOCT 3a oOpaTHa Bpb3Ka C
MOTPeOUTENINTE Ype3 M3IMOI3BaHe U NMpUJlaraHe Ha METOJM 3a 0OpaTHa BPb3Ka, ONPE/IC/ICHH BbB
BbrpemnuTe npaBuia 3a OpraHu3alusTa Ha aIMUHHCTpaTHBHOTO obciyxBane B L[AP, kouto ca
nyOoauKyBaHH Ha oduuuaiHata uHTepHeT ctpaHuna Ha LIAP. Ilomyuenara wndopmauus or
obparHaTa Bpb3Ka € aHajlu3MpaHa W 00CHJEHA M 3aCIHO C pE3YJITaTHTE OT H3MEPBAHETO Ha
YIIOBJIETBOPEHOCTTa HA MOTpeOMTENWTE M INpeANpHETHTe JCHCTBHA 3a 10400psBaHE Ha
aJIMHHHCTPATHBHOTO 00CITy)KBaHE € 0Tpa3eHa B HaCTOALIMSA JTOKIaL.

1. 3BMEPBAHE HA YAOBJIETBOPEHOCTTA HA IOTPEBHUTEJIUTE

HacTosimoro mpoyuBaHe Ha YAOBJICTBOPEHOCTTa Ha MOTpeOMTENHTE, MOJ3BAIH
anmuuuctpatuBau yeiuyrd B [JAO Ha IIAP e usBbplueHo Ha ocHoBanue ui. 24, an. 5 or HAO u
obxgsaia nepuoaa 01.01.2024 r. —31.12.2024 r.

[Ipu npmiaraie Ha mMetojauTe 3a oOpaTHa Bph3Ka 3a OIIEHKA Ha YJIOBJIETBOPEHOCTTA Ha
norpebuTeNuTe OT KA4ecTBOTO Ha aJAMMHHCTPaTHBHOTO oOciyxBaHe B LIAP ca cnasenu
u3uckBanusra, npeasuaesn B HAO u Merogonorusata 3a u3MepBaHe M YIPaBJICHHE Ha
YIOBIETBOPEHOCTTa Ha noTpeduTenute, npuera ¢ PMC Ne 246/10.04.2020 r. 3a onoOpsiBaHe Ha
PbkoBOJICTBO 3a pa3zpaboTBaHe Ha Xapra Ha KiMeHTa W MeTojo/lorus 3a HM3MEpBAHE Ha
YJIOBJIETBOPEHOCTTA Ha OTpeOUTENHUTE.

Meroan 3a oOparHa Bpb3Ka, H3N0JI3BAHH 33 H3BbPHIBAHE OLEHKAa Ha
Y/I0OBJIETBOPEHOCTTA HA NOTpeOHTEeIHTE

IIAP ocpuiecTBaBa obpaTHata Bpb3Ka ¢ MOTpeduTenuTe, Karo chbOupa MH(popMauus 3a
YJIOBIETBOPEHOCTTa WM OT TPEAOCTaBIHWUTE AJAMHWHHCTPATHBHH YCIYTH 4pe3 TMpHJiaraHe |
M3M0JI3BaHE HA CJICJIHUTE 3aIBJKMTEIHA METO/IM 3a oOpaTHa Bpb3Ka:

1. U3BbpuIBaHe Ha AHKETHH MPOYYBaHUS;

2. [1pogesxiciane Ha KOHCYJITALMH CHC CITY)KUTEINTE;

3. M3BbpuiBaHe Ha HAOJIIOIEHHS 110 METO/1A ,,TACH KIMEHT™;

4. AHaju3 Ha CUTHAJIM, NPEIOKEHUS, KaJI0OU U OXBAIH;

5. Ananu3s Ha MeJIMitHH ITyOJTHKaIHH.

W3non3sany ca U ClieIHUTE JOMBIHUTEIHN METO/IH, Npe/iBuieHH B wi. 24, ain. 2 na HAO:

6. ITpoBekane Ha KOHCYJITALIMH ChC 3aHHTEPECOBAHY CTPAHH B PAMKHTE Ha KOHCYJITATHBHH
OpraHu,

7. AHanu3 Ha BTOpHYHA HH(pOpMALIHSL.

[Ipunaranero Ha Metoau 1, 2, 3 M 6 MO3BOJIM M3CJIEABaHE Ha Pa3IMUHH €JIEMEHTH Ha
YIOBJIETBOPEHOCTTA N0 HHUIMAaTHBA Ha [{AP.



Meron 4 e oOparHa Bpb3Ka, IOJIyYyeHa IO HMHHIMATHBA Ha norpebuTeIuTe Ha
QIMHHHCTPATHBHHU YCIIyTH, TpefocTaBsHu ot LIAP.

MeToau 5 1 7 N03BOASABAT M3C/IEBAHE HA YAOBJIECTBOPECHOCTTA OT U3TOUHHIIH, PA3JIHYHHN OT
CITY)KMTEIUTE U OTPEOUTEIUTE HA a/IMUHHCTPATHBHH YCIIYTH.

OnucanuTe METOAM ca OmNpejeiieHH BbB BbTpemnure mnpaBuiia 3a OpraHu3alus Ha
aJIMHHHCTPATHBHOTO 0bciysxBaHe Ha IJAP. 3a Bcekn OT NPHIOKEHATE METOM CE U3TOTBH ILJIaH U
ce onpeieny rpaguk 3a MPOBEKAAHETO HA MPOYUBAHUATA.

[aBHaTa 1€/ HAa MPOYYBAHETO M U3MEPBAHETO HA Y/IOBICTBOPEHOCTTA HA norpeduTeHTe
OT MPeJIOCTABSHUTE aIMHHHCTPATUBHU ycnyry 3a 2024 1. ¢ NOUTbPiKaHE Ha [OCTHIHATHTE BUCOKA
HMBA Ha Y/IOBJICTBOPEHOCT Ha MOTPEOUTENIHTE, IPO3PAYHOCT U ny6nuuHocT B paborara Ha [IAP.

OCHOBHHTE LIEJTH Ha POYYBAHETO ca:

1. WscreasaHe OpraHM3auMaTa Ha aJAMHHMCTPATMBHOTO OOCIyXBaHe B LHAP #
YIPaBJICHHETO Ha HETOBOTO Ka4Y€CTBO, B T.4..

[ TTomoGpsiBaHe A0CTHIIA IO aIMUHHCTPATUBHATE YCIYTH ¥ TTOBHINIABAHE KAaqECTBOTO HM;

[1 ViecHsiBaHE rpaXkJaHUTe H IOPHANYECKUTE JIHIA NIPH T0Jy4aBaHETO Ha uHdopmarus 3a
BUIOBETE AJAMMHHCTPATMBHH YCJIYrH, 3a HEOOXOJMMHMTE 3afBJICHHS 1O obpazery, M
perjaMeHTHPaHHTE CPOKOBE;

[l TlpeiocTaBsHe HA 3aMHTCPECOBAHMTE JiMU@A MpodecHoHalHA KOHCyiITAlMs 33
3aIb/DKUTEIHU  HAabop OT JOKYMEHTH, KOMTO OCHIYpsABaT —M3IBJIHCHHETO Ha BCAKa
aJIMHHUCTPATHBHA YCITyTa.

2. VeranoBsiBaHe Ha 001IeCTBEHOTO MHEHHE OTHOCHO KayeCTBOTO Ha aJAMMHHCTPATHBHOTO
obcnyxsane B LIAP.

3. AHaiu3 Ha pe3y/ITaTHTe, OLECHKAa Ha (akTopHTe W NpEANpHEMaHe Ha MEpKH 3a
nosoGpsiBaHe Ha AIMHHUCTPATHBHOTO 00CITYKBaHE.

4, OOcwpKaaHe U NpUEMaHEe Ha HalpaBeHUTE MPEIIOKEHHS OT notrpeduTeNuTe Ha
aJIMHHUCTPATHBHH YCITYTH, TIPEJIOCTABSHH OT aqMuHucTpanusTa Ha LIAP, otHOCHO nonoOpsBaHe
Ha aJIMHHHCTPATHBHOTO 00C/y’KBaHE U MOBHIIIABAHE HA TAXHATA Y/I0BJICTBOPCHOCT.

5. BpBe)c1aHe Ha MeXaHH3MHTE 32 oOpaTHa Bpb3ka B LIAP 1 oneHka Ha epeKTHBHOCTTA Ha
mpolieca 1o TPHIIAraHeTo UM — KOM KaHaJIM ca Half-4ecTO H3MOJI3BaHH, KakBa nHpopmMaLus € Hai-
noJiesHa 3a (pU3NUECKUTE U IOPUIANIECKH JTHLA.

LleneBuTe IPyNM 3a HACTOSAIIOTO HPOYYBaHE Ca MOTPEOHTENMTE HA aAMHUHHCTPaTHBHH
yeityru u ciyxkutennte ot LJAP, ochimecTssBaim JeiHOCTH 110 aIMHHHCTPAaTHBHO obcnyxBaHe U
¢ Ha JJ0OpPOBOJIEH MPUHIIHI 32 y4YacTHe.

AHaqu3 Ha nojydeHata uHpopMamHs OT o0paTrHaTa BpPb3Ka H pe3yJaraTure OT
H3MEPBAHETO HA YAOBJIETBOPEHOCTTa HA NOTPEOHMTENHTE HA AAMHHHCTPATHBHH yCIayry,
npexocrassinu ot LIAP 3a nepnona 01.01.2024 r. — 31.12.2024 1.

IlpoBexaaHe HA AHKETHO NPOY4BaHe

AHKETHOTO mpoyusane kacae nepuoza 01.01.2024 r. — 31.12.20243 r. upe3 nonbjiBaHe Ha
aHKeTHA KapTa 110 06pasell P rocelieHue Ha MAcTo B LleHTbpa 32 a/IMMHHCTPATHBHO obcnyxBaHe
na L{AP u upe3s nonsBane Ha ye6-6azupan GopMyJIsp AMPEKTHO HA HHTCPHET CTpaHHIaTa Ha LIAP.

AHKeTaTa ¢ JOCTBIHA 3a BCEKH, He3aBHCHMO Jajli € 3asiBHJI YCJIyra WM He. AHKETHaTa
KapTa ChIbpIKallle BIIPOCH ¢ pa3HOOOpa3Ha Temaruka. Brupocure ca (dopMynHUpaHH MaKCUMaJHO
KpaTko M sSCHO, Taka 4e NOTpeOMTENAT Aa He ryOm Bpeme B ONMHMTa CH Jia paszbepe BBIIpOCa.
TToNb/IBAHETO HA AHKETHATA KapTa Ha XapTHsd He OTHeMa nopede oT 5 (mer) muHyTH. pes
KOHKPETHH BBIIPOCH € MPEBU/ICHO W3CJIC/BAHE HA CMA3BAHCTO HA CTAHJAPTHTE 34 KAYECTBO HA
aIMHHHCTPATHBHOTO obciykBane, 3anoxenn B HAO. Bovnpocute OT aHKeTHaTa kapra ca
MOAXOJISIIM KAaKTO 32 MEPHOJMYHO, TaKa M 32 IMOCTOSHHO, €KCHEBHO MOJy4aBaHC Ha obpatHa



BpPb3Ka 32 yJOBJIETBOPEHOCTTA HA IPayKJaHUTE (B TOBA YUCIO KAKTO OT (pU3MYECKMTE, TaKa H OT
IOPHIHYECKHTE JINIA) 3a NpeiocTaBsiHuTe yeiyr ot LIAP.

BbrpocuTe ca rpynupaHy B HAKOJKO OCHOBHHM HANpaBjIeHHs: JOCTBHIIHOCT Ha MACTOTO 3a
oOcnyKBaHe, HaYMHU 3a I[0JlydaBaHe Ha HH(OpMaUMA 3a NPEJOCTABAHMTE aJIMHHUCTPATUBHH
YCIIyTH; BpEMe 3a ToJTydaBaHe Ha WH(OpMaluaTa WK TojaBaHe/ MoJlyyaBaHe Ha JOKYMEHTHTE;
olleHKa Ha oTHoueHHeTo Ha chayxurenaure oT 3A0 B LIAP kbM rpaxaaHuTe; KOMIETEHTHOCT Ha
CILY)KMTEIUTE; MHEHHUS, KOMEHTAPH U IPEeNnopbKH 3a noodpsaBaHe Ha odcnyxBaneTo. [lo-roasmara
yacT OT BBIIPOCHTE B QHKETHHTE KapTH ca OT THMa ,,BBIPOC ¢ H300p HA OTrOBOP C HAKOJKO
BB3MOKHOCTH. IMa 1 OTBOPEHH BBIIPOCH, KOETO JaBa Bb3MOMKHOCT 3a M3Ka3BaHE HA MHEHHS H
npenopbku B cBoGOAHA opMa, U € HAI'bJIHO AHOHUMHO.

B nepuonma sHyapn — jgexemBpu 2024 r. ca mombiHeHM 12 aHkeTH. Ot aHKETHpaHHTE
rpaskjaHu 77 NpoleHTa ca JKeHH - KaH/MaTH ca OpPraHU3allMOHHO M (PMHAHCOBO MOANOMAraHe;
pa6oremute ca 83 % OT BcHuKM aHKeTHpaHH; 33 % ca jKMBeJU B 4Yy:KOMHA, BCHUKH I10JI3BAT
MoOusIeH TeneoH, KOMITIOTHP, HHTEPHET, €JIEKTPOHHA IO1IA.

JleBeTneceT M JBa TNpPOLIEHTAa OT AHKETHPAHH OLECHABAT YAOBJIETBOPEHOCTTA CH OT
NpPeJOCTaBSHATE YCIYrH KaTo OT/JIMYHA, €/lHAa aHKETa ¢ ChC cjaba OleHKa 0 OTHOLICHHE Ha
YJIOBJIETBOPEHOCTTA OT NMPEJOCTABIHHTE YCIIYTH.

JleBeTieceT W JBa npolieHTa OT aHKetHpann ca mnocetuan LIAP mo mnosox
ojlaBaHe/noNy4yaBaHe Ha JOKYMEHTH, 33 npoueHTa — 3a KOHCYJITAllMH C YITbJIHOMOIICHH
npeactasuteny Ha LIAP.

UeTHpujieceT U IECT MpOLEHTa OT aHKeTupanute ca nocetunu AP 3a nupsu nwr. Te ca
noayuuid uHpopmauus 3a aeinoctra Ha L{AP ocHoBHO oT neueOuute 3aBenenus — 67 %; or
uHTepHeT — 25%, oT no3Haru — 17 %.

AHKETHpaHUTE OMNpeIesIAT NpeABapUTEIHO NpeocTaBeHaTa HHdopmalus 3a JeiHOCTTa Ha
LIAP karo ,.AcHa u JecHopazdupaema”™ — 92%, ,,TouHa u nbaHa* — 75 % u cuuTar, caMo €/1Ha aHKeTa
CYMTa, Y€ € HeoOXoAuMa JIObITHUTEIHA HHpopMauus — 8%.

[Tpu nocewennero cu B L{AP, BCHUKHM aHKETHPAHUTE OTrOBapsT, Y€ €a YaKajH M0-MaJjiko OT
10 MMHYTH JIOKaTO I'M IIpHEMAT U ca obcayxeHu B pamkute 10 10 MunytH, paboTHOTO Bpeme Ha
LIAP - xato y106HO 3a TAX,

[To oTHOMIEHHe Ha OopraHu3auMATa Ha padoTa, aHKETHPAHUTE S OLICHSABAT KAaTO OTJHMYHA —
83% u ynosnerBoputenna — 7 %. TakaBa € U olleHKaTa UM 3a OTHOIIECHHETO H KOMIIETEHTHOCTTA
Ha CJIY)KUTEIHTE.

Benuky aHKeTHpaHH OLGHSIBAT YJIOBJIETBOPEHOCTTA CH OT MPEAOCTABIHUTE YCIYTH Karo
OTJIMYHA C M3KJIIOYEHHEe Ha | OTroBop, Kacaell yCTAaHOBEHUTE MHJMKALMHK 3a ()MHAHCHpAHE H €
M3KazaHa [Ipenopbka 3a ,JpejocTaBsHe Ha (UHAHCHpaHe M Ha MO-celU(pUYHHM chaydau™.
['pakpanuTe ca JOBOJHH OT JOCTBITHOCTTA HA MACTOTO 3a 00CTY)KBaHE M BPEMETO 3a 00CITyKBaHE.
Cnyxurtenure, KOUTO T'W 0o0CNyKBaT, ca OT3MBUMBH, JOOE3HH M KOMIIETEHTHH H BHHaru ca
chiaelicTBanu ¢ rotoBHocT. Te cp3aaBar atMocdepa Ha JOOPOHAMEPEHOCT U ChIPHYACTHOCT KbM
BBIIPOCHTE M MPOOIEMHTE Ha MOTpedHTENNTE.

IlpoBexaane HA KOHCYJITALHH CbC CJYKHTETHTE

KoHcynTanuuTe ¢he CIYXKHTETHTE, KaTo METO]| 3a IoJiydaBane Ha HeopMaiHa obparHa
Bpb3Ka OT noTpedurenure, ¢ nposesaeH B nepuona 01.01.2024 r. — 31.12.2024 r. 3a npunaraHero
Ha TO3M METOJI ca 0OCh/IEHH BIICYAT/ICHUSTA HA CILY)KHTENIHTE CJIe]l IPOBEX/JAHETO Ha pa3sroBopH /
KOHCyJITalMu ¢ notpeburenute. [TokasarenuTe 3a OTYHTaHE ca CBBP3aHH C BpeMe 3a 00CITyKBaHe,
OpraHu3aiMs Ha rpoieca rno o0cnyxBaHe, YCTHO NMpeAoCcTaBsiHe Ha MHQOPMalMs 3a YCIYTuTe,
OTHOIICHHUE HA CIIY)KHTEIUTE KbM NI0TPEOUTEINTE, KOMIIETEHTHOCT HA CI1YKUTEIMTE U JIOCTBITHOCT
Ha ycIyraTa 1o pa3JIuyHu KaHaa. PesynaraTuTe oT npoBeJeHOTO MMPOYyYBAHE 3a BIIeYaTICHHUATA HA
CIY>KMTEJIUTE, MOKa3Bar, ve:



U IoTtpebuTenure Ha aJMUHUCTPATUBHH YCIIYTH MPENOYHTAT Teae(OHHHTE Pa3TOBOPH 3a
rmoJtygaBaHe Ha HHQOpPMAIHs, HO OYaKBaT MHCMEHH OTTOBOPH Ha BBIIPOCH, 3a/1aJICHH MO TesieoHa
HJIM Ha eJIeKTpoHHaTa noiua Ha LIAP;

U BpemeTo 3a npejocTaBsHe Ha HCKaHaTa HH(popMalHs € B paMKuTe Ha 5 10 20 MUHYTH;

[ IToTpeGuTenuTe ca JOBOJIHU OT MpeocTaBeHaTa UM HH(opMaLus;

(1 TTorpebuTenute Graroapar 3a OT3UBYMBOCTTA H MPOABEHOTO BHUMAHHE OT CTpaHa Ha
cayxurenute Ha [{AP;

00 TMorpeburtenute Giaroapsr 3a mblIHaTa W TOUYHA WH(OpMAIMs, MPEIOCTaBEHa UM I10
tene)OHa, KAKTO H HACOUBAHETO MM 3a MOJI3BAHETO Ha JAPYTHTE MPEJOCTABEHH KaHAIM 3a JA0CTHII
10 uHdopmanus.

Pesyiratute OT NpOy4YBaHETO CodYaT, 4e B PAMKHTE Ha €IUH Tele(OHEH pasroBOp
norpeGuTeUTE MOJy4aBaT HeoOXoauMaTa UM HH(OPMALHA, TPEAOCTABEHA 10 JOCTHICH HaYHH.

Cop3najneHara opraHuzanus Ha pabora, ycnopeaHo ¢ JBYCTpaHHAaTa KOMYHHKalLlMs,
1103B0JIsIBA GBP30TO M IIBJIHOIEHHO OPHEHTHPAHE Ha MOTPeOUTEHTE 3a Mpolleca Ha 00CITyKBaHE U
BOJIH JI0 TAXHaTa 0011a YA0BIE€TBOPEHOCT.

[Tonyyenara Hepopmasina 0OpaTHa Bpb3Ka € 00CHK1aHa IEPHOAUYHO HE O-MAJIKO OT 1 nbT
Ha TPUMeECEeUHe 3a M3cie/lBaHe Ha YIOBJIETBOPEHOCTTa Ha MOTpeOHTENHTE HA aJIMHHHUCTPATHBHH
yeayrn. CrniogenieHoTo o010 BrieyarieHHe ChBMaja ¢ OTYETEHUTE PE3YJITATH - CKbCEH MEepPHOJ 3a
BpbUBAHE HA M3/IAJICHUTE aJIMHHHCTPATHBHH aKTOBE 4pe3 Bb3MOkHocTHTe Ha Cucremara 3a
CHTYPHO €JIEKTPOHHO BpbUBaHe, NMpHeMaHe Ha 3asBJCHUA I10 €JIEKTPOHEH IIBT, ChCTaBSHE H
U3IIpalllaHe Ha OTTOBOPH Ha BBIIPOCH B CPOK, MO-KPaThK OT YCTAHOBEHHS.

H3pbpuBane HA HAGIIOICHHE 0 METO/1A ,TACH KJIHEHT"

HaGmonenuero mo Meroja ..TaeH KiaMeHT™ e mnpoBeaeHo B nepuopa 01.01.2024 r. —
31.12.2024 r. MeToabT € 0CHLIECTBEH Ype3 MPOBEKAaHe Ha Tee)OHHH Pa3TOBOPH OT CIIYKUTE/IH
pH cria3BaHe Ha pa3paboTeH cUEHapHii.

O6exT Ha HabmomaeHueTo Osaxa cmyxurtend Ha L[AP, yyacTBal B NMpeAOCTaBAHETO Ha
aJMHHHCTpaTHBHATa ycayra ,,OpraHu3alMOHHO M (DPHHAHCOBO IIOJNIOMaraHe 3a JCHHOCTH MO
acUCTHpaHa PenpojayKIus, 3araTeH cbe cpeacrsa Ha LIAP™.

N3cneasanu ca crajapra 3a WICHTH(QHKAIUSA HA CIYKUTEIUTE B aJIMHHHUCTPALUATA TIPH
BOJIeHe Ha Tejie)OHHM PA3rOBOPU M CTAHIApTa 3a CNa3BaHE Ha MpaBujaTa 3a KOMYHHKalMs C
noTpeOUTeIMTE 3a CHa3BaHe HA MpaBu/a 32 KOMYHHMKALUS ¢ MOTPEOUTEINTE, NPEJOCTaBAHETO Ha
MIbJTHA ¥ TOYHA WHOpPMaIlHs, CBbp3aHa ¢ yciyraTa, KakTo U ChOTBETHATa OpraHH3alis 110 HEHHOTO
NpeaoCTaBsHE.

OO0mOTO BHEYAT/ACHHE HA ., TAHHHUS KJIMEHT, MPOBE] HAO/IIOJIEHHETO, € IOJOKHTEIHO.
Ciy)XHTeJIUTe, C KOMTO € MPOBEICHO HAOIIOJeHHETO, ca 1t00e3HH U OT3MBYMBH NPU 00CIy)KBaHE
Ha norpebutenure. llpenocraBeHara oT TAX MH(opMaumsa 3a yciyrata € IbjlHA W TOYHA.
KomyHukauusTa € jecHa M € Ha JocTbleH e3uK. [lo3HaBar ce OTAEIHHMTE €Tand H IpPOLECH,
CBbP3aHH € yciyrara.

AHAJIN3 HA CHIHAJIH, NPEI0KEHH S, KaJ10H H NOXBAJIH

PexabT 3a peructpanns Ha nogaacHuTe B LIAP curnanu, npeaioxenus, xanbu v 1oXBajiu,
KaKTO U aHAJIM3bT Ha CUTHAIM, HPEeTOKEHUS, KajI0N U IOXBaJH, KaTo METOJ 3a I10JlyyaBaHe Ha
oOparHa Bpb3Ka W OpraHu3alsaTa 3a poy4yBaHe, H3MepBaHe U YIIpaBJIeHHE Ha YIOBJIETBOPEHOCTTA
Ha NOTpeOMTENIMTE, ca ONpeleNeHH BbB BbTpellHHTEe InpaBWia 3a OpraHusalus Ha
aJIMHHHCTPATHBHOTO 00CI/Iy/KBaHE

3a epeKTHBHOTO MPHIIOKEHHE HA TTOCOYEHHSI METOJI ITPEe3 OTUETHHAT IIEPHOJI € BBBE/IEH e/l
3a moJiyyaBaHe, 00paboTKa, OTFOBOP H OTYMTAHE HA MOJYYEHUTE OT MOTPEOMTEINTE CHIHAJIH,
OpeIoKeHH s, JKalOu 1 moXBaiu. PeibT Ha MoJaBaHe U HAYUHBT, 110 KOHTO noTpedbuTenure Morar
J1a TOCTBITAT, aKO HE ca YJIOBJIETBOPEHH OT 0OCIY)KBAHETO W/WIIM OpraHu3alHsTa Ha padora, €
JIOCTBIIEH U OrjlaceH 3a norpedburenure u B XapraTa Ha KJIMEHTa



Obxsanar e nepuonst 01.01.2024 r. — 31.12.2024 r. HauuubT Ha JOKyMEHTHpAaHE Ha
TPOBEXKIAHETO HA METOJIa € Tperie], ToAdop, aHaIu3 Ha HH(OpPMaLHs 3a BHJIA Ha IOCTBITHIIHS
JIOKYMEHT, PErHCTPAllMOHHHS My HOMEp M JaTa, KOPECHOHIEHT, O00NacTHTE/acneKTHTE OT
aJIMHHHCTPATUBHOTO 00CIy)KBaHE 32 KOMTO C€ OTHACH, KaHaja 3a [10JlyyaBaHe Ha JOKYMEHTa, BUJ1a
Ha TpeAnpHeTaTa peakius U U3BBPIIEHOTO JCHCTBUE, CPOKA, B KOMTO € MpearnpHeTa peakuusaTa u
ca U3BBPLICHH ACHCTBUATA, aHAJIM3 M H3BO/IH, PEINPHETHTE IEHCTBHS 3a MOBUIIABAHE KAYE€CTBOTO
Ha o0cnyKBaHe.

AHAJ/IH3 HA CHTHAJIH

IIpe3 2024 r. B IIAP He ca MOCTBIMIN CUTHAIH, MPEUIOKEHUS U XKaJIOH Ha TPaNIaHH,
3acATallld KaKTO OTJE/NHW acreKkTH Ha aJMHHHCTPATHBHOTO 0OCHy)KBaHe, Taka M MpPEeJOCTaBIHOTO
obciyskBaHe KaTo ano. [loTpeGuTenuTe HU U3Ka3BaT 33J0BOJICTBO OT OPraHU3aLMsTa U HaUMHA Ha paboTa
Ha ciykutenuTe ot LlenTbpa 3a aAMMHMCTPATUBHO 00CyKBAaHE M OT CliELMAIM3HpaHaTa aAMHHHCTPALUS
Ha LIAP, KoeTo € nokasaren 3a y/10BJICTBOPEHOCT HA MOTPEOHTEIUTE OT AJAMHHHCTPATHBHOTO 00CIyKBAHE.

AHAJIH3 HA NPeUI0KeHHA

Ha norpeburennte Ha aIMUHUCTPATHBHH YCJIYTH € NIPEJ0CTaBeHA Bb3MOXKHOCT /1a OTIIPABAT
CBOMTE IPEJIOKEeHHs, NpPU IOCELIEHHET0 CH Ha Msicto B lLleHTppa 3a aJAMHHHUCTPATHBHO
o6ciy)KBaHe WM Ha MHTepHET cTpannuara Ha LIAP, kato moceTaT crequanHo 060co6eH0 MACTO B
CeKIus ,,AIMHHHCTPATHBHO 00cyKBaHe . 3a OTYETHHS MEPHO HAMA TMOCTBIHIN NPEAIOKEHHS,
B KOMTO MOTpeOUTENNTE JIa OTIPABST NPENOPbKH, ChAbPHKALIM ACHO (POPMYIHMPAHH MCKAHHS HIIH
HaAIBTCTBHSA, Kacaellld aJMHHUCTPAaTHBHOTO oOciyxBane Ha LIAP.

AHaJIH3 HA NOXBAJIH

EsxeHeBHO Ha enekTpoHHarta moma Ha I[AP nocrenBar nucMenu 061aroJapHocTd 3a
[pe0CTaBEHUTE YCIYTH, TIOXBAIH 3a OpraHu3alusaTa Ha padoTa, KOMIETEHTHOCTTa H BHHMAHHETO
Ha CHY)XHTeNHTe, ObP3UTE M M3YEpraTesIHM OTrOBOpH. B MHOro OT TAX € JajeHa MOJIOKHTETHA
OleHKa u oOpaTHa Bpb3ka 3a u3nbiHeHuero Ha CraHaapra 3a HauMHA Ha NPEJOCTaBSHE Ha
HH(popMaLUsLTa OTHOCHO aIMUHUCTPATHBHOTO 00CITyKBaHE.

B aHanu3za Ha nNOXBAIMTE ca BKIIOYEHHM H TOJYYEHHTE [10 €JIEKTPOHHA [Molla
OnarojapcTBEHH NUCMa W MOXBAIH OT IPAXJAHM M OpraHu3allMM 3a NpeAoCTaBeHaTa TOYHA H
KOMIleTeHTHA HH(pOopMaIHs 3a aIMHHUCTPATHBHUTE YCIIYTH, KAKTO M 3a OKa3aHO CBHACHCTBHE OT
CILY’)KUTEJIUTE, OTTOBOPHH 32 NPEJOCTABAHETO HM.

ITpe3 2024 r. B LIAP usiMa NOCTBIMIM CHTHAIM 3@ HEPErjJaMEHTHPAHH M KOPYNIHOHHH
NMPaKTHKH, Kacaelly aAMHHHCTPAaTHBHOTO oOciy:kBaHe B LIAP.

AHAJIN3 HA MeAHIHA My0IHKAIHH

Ot navamoro Ha 2024 r. o 31 nexemBpu 2024 roawHa pe/lOBHO Ce€ W3BBPIIBA MEIUEH
MOHHMTOPHHT, (OKYCHpaH BbPXY aAIMHHHCTPATHBHOTO 00cyxkBaHe H aeiHocTTa Ha [[AP.

[Ipez 2024 r. He ca HJACHTH)UUHMPAHU MEJHMIHHU [POSBH, AKLUECHTHPAHH BBPXY
aJIMHHHCTpaTHBHOTO 0OcnyxBaHe Ha LIAP. [TonoxkuTenHara oueHka Ha opranusanmsTa Ha pabora
1 usioctHara jaeiinoct Ha IIAP B nanbinennero Ha CranaapTa 3a HaYMHA Ha NPEJOCTaBAHE HA
HH(OpMALMATA OTHOCHO aIMUHMCTPATHBHOTO 00C/y)KBaHe CE€ NMOTBbPKAABAT H OT JIMCKYCHUHTE,
MHEHHSATa H MHOTOOPOITHHTE KOMEHTAPH, H3KAa3aHH B COLIMATHUTE MPEXKH.

[Ipy u3BBPUIBAHMS MNpErjie] HEe ca YCTAHOBEHH HEraTWBHM MyOJIMKALMH M MaTepHallu,
OTHACHIIH Ce JIO AAMHHUCTPATUBHOTO 00ciy:kBaHe Ha LIAP. ToBa no3sosisBa fa ce HanpaBH U3BO/I,
ye Ha eNeKkTpoHHata crpaHuna Ha LIAP e nyOnmkyBana M ce mpejocTaBs H3depraTesHa
HHpOpMAaILHS 33 MPEJOCTABAHUTE AAIMUHHCTPATHBHH YCIIYTH.

B KOHTeKCTa Ha METOMOJIOrHATA 32 M3MEpPBaHE U YIpaBJICHHE HA YJOBJIECTBOPEHOCTTA Ha
notpedutenute GakThT, ue He ce HAONI0aBaT HEraTHBHHU NMyOJIMKAIIMK, MOYKe Jla C€ ThIIKYBa KaTo
MOJIOXKHUTENIHA OOIIEeCTBEHA OLEHKA 32 BUCOKOTO KAaueCTBO HA aJIMHHUCTPATHBHOTO 00CIYKBaHE B
LIAP.



IIpoBexkaane Ha KOHCYJITAIHH CbC 3AHHTEPECOBAHH CTPAHH

[Ipe3 2024 r. ca naHMpaHy JAeHHOCTH, CBBP3aHH C aHAJIM3 W HAYHHH 3a MPHIIOKHUMOCT Ha
merosia. B m3nbiHeHHe Ha miaHupaHoTo, wieHoBere Ha OOwectBeHust cvBeT KbM LIAP ca
3aM03HaTH € PE3yJITaTUTE OT ACHHOCTTA HA KIIMHUKUTE U ¢ HEOOXO0JMMOCTTa INOHE BEAHBYK IO JHIIIHO
Jla ce BKJIOYBAT 3a OOCHXKJaHE YJIOBIETBOPEHOCTTa OT AAMHHHCTPATHBHOTO OOCTy)XBaHEe C
MPEACTABUTEIUTE OT HEMPABUTEIICTBEHUTE OpraHu3aluu 1 6usHeca. [IpoBenenu ca o06cmKIaHus ¢
wieHoBe Ha OOLecTBEHUs CHBET, [OJTy4eHaTa U aHaIM3upaHara uHdpopMmalus ot obpaTHara Bpb3Ka
W pe3yiTaTHTe OT W3MEPBAHETO Ha YAOBJICTBOPEHOCTTAa HAa MNOTpeOHTENHTE ca OOCHIEHH H
KOHCYJITHpaHH npe3 2024 r. ¢ npe/CTaBUTENIN Ha HETIPABUTEJICTBEHH OPraHU3allMi Ha MPaKIaHuTe
1 Ou3HEca U Ha rpak/JaHCKOTO OOIIECTBO U ca nyOIMKyBaHU HAa MHTEpHET-cTpaHunara Ha L{AP.

AHaJIH3 HA BTOpHYHA HHOpManus

3a mpujlaraHeTo Ha METOJla Ce aHAJM3Hpa HAJIMYHATa aKTyalHa W NbJHa HH(opmauus
(1oKyMeHTH B myONHYHOTO NPOCTPaHCTBO MM nojyueHH B LIAP), ch3nanena B LIAP wiu ot apyru
aIMHMHHCTPAaTHBHH OpraHH BBB BpB3Ka € AQJMHHHCTPAaTHBHOTO oOcCiHyxBaHe. M3TouyHHIM Ha
MH(OpPMaIHs ca BCHYKH JJOKYMEHTH, aHAJTM3H, OTYETH, JIOKJIA/IM, H3C/IeIBAHHS U JAPYTH MaTepHaIH,
CBbP3aHH C aIMHHHCTPATHBHOTO 0OCIIy)KBaHe.

MeronsT npe3 2024 r. ce npuiara:

1. Ilepuoauuno — 3a npersien U uscieasane Ha nyOauunu u nonyyenu B LIAP npoyusanus,
H3CJICIBAHUSA M aHAJIM3H Ipe3 IOJMHAaTa, BbB BPb3Ka C yIOBJIETBOPEHOCTTA HA NOTPEOUTEIHTE OT
aJIMMHHCTPATUBHOTO 00CTy)KBaHe;

2. 3a KOHKPETHO IJIAHUPAHO NMPOYYBaHE — 110 €JIEKTPOHEH MBT 3a MPOBEPKAa M aHAIM3 Ha
XapraTa Ha KJIMeHTa.

3. Ilpu BB3HHMKHANA Npe3 rOJMHATA W3BHHIJIAHOBA HEOOXOAMMOCT OT TIPOYUYBaHe.

2. YITPABJIEHHE HA YAOBJIIETBOPEHOCTTA HA MNOTPEBUTEJIUTE ITPE3
2024 r.

ITpes 2024 r. ce wu3nbiIHABaXa YTBBPACHUTE HOPMATHBHH IPOMEHH, CBbpP3aHH C
a/IMMHHCTPATMBHOTO O0OCIy)KBaHe M YTBBbpAEHUTE BbTpeluHun npaBuaa 3a opraHu3alus Ha
aJIMHHUCTPaTUBHOTO oOciyxBane B L|AP, Xapra Ha kiMeHTa U AHKETHa KapTra 3a M3MepBaHe
YZIOBJIETBOPEHOCTTA Ha MOTPEOUTENINTE HA aIMHHUCTPATUBHH yciyrH B I[AP.

H3roTBeHH 10KYMEHTH, CBbP3aHH ¢ AAMHHHCTPATHBHOTO 00C/Iy/KBaHe

MsrotBenu ca 1uiad M rpaduk 3a MpoOBeXJaHe HAa NpPOYYBaHHMS M HW3MepBaHe Ha
Y/JIOBJIETBOPEHOCTTAa HA MOTPEOMUTENIUTE OT AJMUHHCTPATHBHOTO O0OCIY)KBaHE MO NPHIIAraHUTE
MeTOoaU 3a oOpaTHa Bpb3Ka.

ITono6penns B Llenrbpa 32 aAMHHHCTPATHBHO 00C/Iy/KBaHE

ITpe3 2024 r. ce u3nbjIHABaXa BbBEJCHHTE PAKTHKH, CBHP3aHH C €JIEKTPOHHHA 0OMeH Ha
JOKYMEHTH, €JICKTPOHHA MMOLlAa M CKBCEHHsl CPOK 3a OTrOBOP HA 3alMTBaHMA, IMOJY4YEHH Ha
eJieKTpoHHara nouia Ha LIAP.

H3pbpuieHH NpOMEHH HA HHTePHeT cTpanuuara Ha AP

B cexuus ,,AxMHHMCTPaTHBHO oOciyxBaHe™ ca nyOnukyBanu OTyYeT Ha LEIHTE Ha
aJIMMHUCTpauusTa, ['oauieH 10KIa/] 3a yIOBJIETBOPEHOCTTa Ha notpedurenure, 'oauieH oTyer
Ha LJAP no 3JI0W. Ilepuoauuno ce nmyOaukyBa akTyanHa HH(popMaius 3a aeitnocrra Ha LIAP u ce
aKTyaJM3HpaT CTaTyCHTE Ha KaHJAHJATHTE.

Peasn3npanu noaodpeHHs OTHOCHO J0CTHIA 10 AAMHHHCTPATHBHH YCIYIH

[Ipe3 2024 r. ce u3nbJIHABAxXa BbBEJACHUTE MIPOMEHH, CBBP3aHH ¢ MOAOOPEHHS DOCTHIT A0
a/IMHHHCTPATHBHOTO 00CIyKBaHe:

» Tlomnbpka ce HHGOPMALMOHHO-TEXHOJIOTHYHA CPE/la 3a EJIEKTPOHHO IO/IaBaHe Ha
3asfBJIEHHS M BpbYBaHE Ha aJMUHHCTPATHBHH aKTOBE IPH NMPENOCTaBsHE Ha aJMHMHUCTPATHBHA
yciyra ,,Opranu3alMoHHO M (PMHAHCOBO MOJANOMAraHe 3a JAeHHOCTH 10 aCHCTHPaHa PeNpOAyKIHS
chbe cpeacTsa Ha LIAP.



» OcurypeHoTo eneKTpPOHHO 3asiBsIBaHE HA aIMHHUCTPATHBHA yclyra H BpbuBaHE Ha
W3/aleHATe aIMHHACTPATHBHY aKTOBe, 0e3 Jia ca HeoOXOMMMH TocelenHs B crpajara Ha LIAP 1
MojaBaHe Ha JOKYMEHTH Ha Mscto B LleHTbpa 3a aJAMMHMCTPATHBHO OOCIY)KBaHE, YJIECHH
KAaHAWJATUTE U MOBHIIM KAY€CTBOTO Ha a/IMUHUCTPAaTHBHOTO oOciyxBane B LIAP.

> Ilotpeburenute BBBEXKIAAT WHOOPMANMATa €IAHOKPATHO, KaTto eJIEKTPOHHO
110/1a/ICHUTE JJOKYMEHTH CE ChbXPaHSABAT U €a JIOCTBITHM 3a TAX 0€3 OrpaHH4eHHUS BbB BPEMETO.

> C uen TpaiiHo Hajarane aBroputera Ha LIAP, mojibpkame BbBeiIcHaTa IPAKTHKA 32
M3rOTBAHE Ha OTTOBOP Ha MHCMATA, ITOTYYeHH Ha eJIEKTPOHHATA [MO11a, B MAKCHMATHO KPaThK CPOK,
3a KOETO BCEKH JIEH MoJiyyaBame 0J1arofapCTBEHH IHCMa.

» Ot6ens3Baiiku 15 roaunn yeneina padora na LIAP ¢ noseue ot 15 000 pojenu aeua
H opranu3upaiiku [[eH Ha OTBOPEHNTE BpaTH, 3a IIOpe/IeH MbT Oelle lajieHa Bb3MOXKHOCT Ha BCHUIKH
JKenaelM Aa ce 3ano3Haar ¢ exuna Ha [JAP 3a na 3aganat BBIPOCHTE, KOWTO T'M BbJHYBAT, H Ja
MoJIyyaT aKTyaslHa, H3yeplaTeiHa H JOCTOBepHa HH(OpMAalKs, KOATO /ia UM TO3BOJIM /1a HANpaBsT
Hal-TIoIXO (A1 3a TAX u300p. Llesita Ha HHMIMATHBATa € MMOBHIIABAaHE Ha 3/[paBHATa KyJTypa B
06LIECTBOTO M PA3MPOCTPaHEHHE Ha J0CTOBEpPHA M JOCThIIHA ObulecTBeHaTa MH(OpPMaLHs M0
oTHOLIEHHE JieMorpadckuTe NpodIeMu Ha OOLECTBOTO HU | AeiHocTHTE 10 AP, puHaHCHPAHU OT
L{AP, f1a ce jajie I1acHOCT 3a BE3MOKHOCTTA Ha BCEKH HY’K/ael ce 3a cBoOoaeH H300p U JOCThII
JI0 T€3U YCIYTH.

3AKJIOYEHHUE

AHaNU3bT Ha OpraHu3alHsiTa Ha Ipolieca 1o NpeoCTaBsHe Ha a/[MUHUCTPATHBHH YCIIYTH B
LIAP noxa3Bsa »ejaHara e()eKTHBHOCT 3a OCBIIECTBIBAHE HA OCHOBHHTE LICJIH Ha aIMUHHCTPALUATa
— TpeaocTaBSHETO Ha OOCiyKBaHe, ChOOPA3seHO € HHTEPECHTE Ha MOTPEOMTENUTE, Karo
aJIMMHHCTpPAaTHBHOTO oOcayxkBaHe B IIAP ce u3BbpuBa B mbjieH o0eM, NpHU IOCTHIHATH
MHJIMKATOPH 3a M3IIBJIHEHHE M B OMpEJE/ICHHTE CPOKOBE, MPH BHCOKA YIOBJICTBOPEHOCT Ha
MOTPEOUTENNTE HA AJIMUHUCTPATHBHH YCIIYTH

B 06001ieH1e Ha HACTOALIMS aHAIMU3 € 3ab/DKUTEIHO J1a OTOENEIKUM, Y€ 3 MOPEJICH IbT
MHOTO BHMCOK TPOIEHT TIpaXKJAaHW HM3pa3sBaT CBOATA YIAOBIETBOPEHOCT OT OTHOIICHHETO Ha
cayxurenute ot [IAP npu ycraHoBsiBaHe Ha CiyKeDeH KOHTaKT ¢ TsX, Karo CYUMTaT, 4¢
CIY)KMTEIUTE ca jo0pe MOAroTBeHH MpodeCHOHANHO, M OTOENA3BAT, Y€ JIECHO Ca NOJIyYHIIH
H3uepnareiHa HHPOpPMAIHsI OTHOCHO HCKaHa OT TSX aJMHHHCTpaTHBHA ycnyra. [lotpebuTesnnte Ha
yciyru, npejpoctaBiiu oT [JAP, kateropu4Ho 3asBsABaT CBOETO MOJOKHTEJIHO OTHOLICHHE KbM
JgeiiHoctTa Ha LIAP 1 OTHOLIEHHETO Ha CIIy)KUTEJIUTE.

IIpe3 2025 r. LIAP we npoabku Aa HOAABPIKA OTKPHT AMAIOr ¢ MOTpedHTenuTe Ha
aJIMMHHCTPATHBHH yCIYIH. AJMHMHHCTpanusTa INe TIPOJB/UKH Jia H3CJIe[ABa HHBOTO Ha
YJIOBJIETBOPEHOCT HA TPaXKJAaHUTE OT MPEJAOCTABAHUTE YCJIYIH M OTHOLUCHHETO HA CITYXKHUTEIHTE.
[To/tbpKaHETO HA JAMAJIOr W AKTHBHOTO ThpPCEHE HA MHCHHETO Ha MOTPEOMTENMTE € YCIOBHE 3a
IPEJIOCTABSIHETO Ha KAYeCTBEHH aJIMHHUCTPATHBHH YCJIYTH [0 €(EKTHBEH, MPO3paueH U OT3HBYMB
HAYMH B MHTEpPEC Ha MOTpeOUTENNTe, KAKTO M YCTOHYMBO 3ana3BaHe Ha JIOBEPHETO H
YJIOBJICTBOPEHOCTTA UM.

JUPEKTOP HA



