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T'OJIMIIEH JOKJIAJ

32 OLIEHKA HA y/JI0BJIETBOPEHOCTTA HA MOTPeOUTEIUTE HA AIMUHUCTPATUBHHU YCJIYTH B
AreHuus 3a nyOJJMYHUTE NMPEeANPUATUHSA U KOHTPOJ 3a 2021 .

I. YBox

FogumHuAT JOKIax HA AreHI M 32 MyOJMYHNTe npeAnpusaTUs U koutpoJa (AIIIK)
3a 2021 r. e U3roTBeH U MyOJIMKYBaH HAa MHTEPHET CTPAHMIIATA HA areHIUATA B U3IIbJIHCHUE HA
ui1. 24, an. 8 ot HapenOara 3a agmuHucTpatuBHOTO 00CyxkBane (HAO).

JlokiianbT € M3rOTBEH B CHOTBETCTBUE ¢ MeTojoorus 3a U3MEPBAHE M YIPABJICHUE
YIOBJIETBOPEHOCTTA Ha MOTpeduTenure, Ha MuHuUcTepcku chbBeT Ha PenyOiuka bbarapus u B
u3nbiiHeHre Ha OOIuTe cTaHIapTy 3a KauecTBO, perjameHTupanu B [Ipunoxenue Ne 7 Ha ui.
20, an. 1 ot HAO.

IlenTa Ha mpOy4YBAaHETO M M3MEPBAHETO HA YJOBJIETBOPEHOCTTA Ha MOTPEOUTENIUTE OT
IIPEIOCTABSIHUTE aAMUHUCTPATUBHU YCIIYTH € IIOBUIIABAHE Ka4Y€CTBOTO HA aIMUHUCTPATUBHOTO
o0cCITy’)KBaHe, HACOYCHO KbM BCUUKH ITOTPEOUTEIH.

CpriiachHo HAO norpebuten € BCeKM TIpa)JIaHWH WIM OpPraHu3alys, KOUTO 3asiBABAT
W/WIK TIOJI3BAT aJMHUHHCTPATUBHO OOCTYXXBaHE dYpe3 3asBICHHUS/MCKAaHHWA 32 W3JaBaHE Ha
WHIUBUAYAIHU aJMUHUCTPATUBHU aKTOBE 3a INPEAOCTaBSHE HAa aJIMUHUCTPATUBHU YCIYTH, 32
U3BBPUIBAHE HA JPYTH aJMUHUCTPATUBHU JEUCTBUS IO MCKaHMS, YBEAOMIICHUS U JIEKIapalny,
KOHUTO ca NPEeJBHIEHN B HOPMATUBEH aKT, CUTHAIIH, KaJOU U IPYTU W/WIKA KOUTO OCHLIECTBSABAT
KOHTAKT /JIMYHO WJIM 1O APYT HAYMH/ IO OBOJ aAMUHUCTPATUBHOTO OOCITyKBaHe.

B cbhoTBeTcTBHE C BBBEJCHHTE HOBM HOPMAaTHBHM H3UCKBaHMs Ha Hapenbara 3a
aJIMMHHUCTPATUBHOTO oOciyxBaHe, ¢ [IporokonHo pemenue Ha M3nbiHuTenHus cbBeT Ne
6168/19.08.2020 r. B AIITIIK Osixa akTyanusupaHu M H3MEHEHU BbTpemHute mnpasuia 3a
OopraHu3anus Ha aJMHUHHCTPATUBHOTO oOciyxBaHe, a ¢ IIporokonHo pemenne No
6088/01.07.2020 r. Oemie n3MeHeHa XapraTa Ha KJIMEHTA.

Hapen ¢ 1s10cTHOTO a/MMHUCTPAaTUBHO 0OciyBaHe OT LleHThpa 3a aAMUHUCTPATUBHO
obcnyxkBane /LIAO/, cpriacHo nmyOnukyBanus B uHTepHeT crpanuniata Ha AIIIIK Cnuchbk Ha
aJIMUHUCTPAaTUBHUTE YCIIYyTH, NPEAOCTaBIHM OT AreHIMs 3a NyOJUYHUTE MNPEANpHUITUS U
KOHTpPOJ, YCIYrMTE€ BIIMCAaHU B pas3aen ,Peructsp Ha yciayrure Ha AJIMUHUCTPAaTUBHUSA
PETUCTBD, CHILUTE Ca KAKTO CJe/IBa:

1. [IpenocraBsiHe Ha AOCTHIT 0 00IIECTBEHA HHMOPMAIIHS.

2. N3naBane Ha ynocToBepenue 3a ocurypureinex ctax (YII 3).

3. UznaBane Ha ynoctoBepenue 3a ocurypureineH goxoa (YII 2).

4. WN3paBaHe Ha yAOCTOBEpPEHUs 3a JIMNCAa Ha 3aAbJDKCHUSA, MNPOU3THYAIId OT
HEU3IIbIHEHUE HA NPUBATU3ALIMOHHUTE JOTOBOPU BBB Bpb3Ka ¢ 4Wil. 78, an. 2 oT 3akoHa 3a
J'bp>KaBHATa COOCTBEHOCT.



[Tpe3 2021 r. B AIIIIK mo peructpupaHuTe 3asBJICHHS OT MOTPEOUTENH 332 W3BBHPIIBAHE
MMOCOYCHUTE aJMUHUCTPATUBHU YCIYrH Osixa u3iageHu 34 yqOCTOBEPHUTENTHH JOKYMEHTa W
MIPEeIOCTaBeH JOCTBHII 10 o0IliecTBeHa nHpopMalus, KakTo cieasa: 13 mo 3akoHa 3a JIOCTBII J0
obmiecTBena uHpopmarus, 12 mo . 78, an. 2 or 3akoHa 3a abpKaBHATa COOCTBEHOCT, 5 6p. YII-2 u
4 6p. YII-3.

B AIIIIK e ch3mageHa BB3MOKHOCT 3a OOpaTHa Bpb3Ka C TMOTPEOUTENHTE, Upe3
MpujlaraHe Ha METOAu 3a oOpaTHa BpPbB3KA, OMpPENEICHHM B HOPMATUBHUTE JIOKYMEHTH.
[Tonyyenara wuHpopmamms OoT oOpaTHaTa Bpb3Ka € aHAIU3MpaHa, OOChHAEHA U 3aeIHO C
pe3yJTaTUTE OT W3MEPBAHETO HA YAOBIETBOPEHOCTTA W NPEAIPUETUTE JEUCTBHUS 3a
110/100psiIBaHE HA aJIMUHUCTPATUBHOTO 0OCITYXBaHE € OTpa3eHa B HACTOSIILUS JOKJIA].

I1. U3mepBaHe HA y10BJIETBOPEHOCTTA HA MOTPeOUTEINTE

[Ipunaranero Ha mertoAuTe 3a OOpaTHa Bpb3Ka 3a chOUMpaHe Ha UH(OpPMALUS U TIPU
u3cleiBaHe, M3MEpBaHe U YIpaBlieHUE Ha YAOBIETBOPEHOCTTA HA MOTPEOUTENNTE OT KAaueCTBOTO
Ha agMuHUCTpaTUBHOTO 00ciyx)BaHe B AIIIIK e cboOpaszeHo ¢ u3nckBanusiTa Ha 4. 24, an. 2 u
an. 3 or HAO, Merogonorusita 3a HM3MEpPBAHE U YIPABICHUE YJIOBIETBOPEHOCTTAa Ha
norpedurenuTe, BhTpeniHUTe MpaBHia 3a aIMUHUCTPATUBHOTO OOCITy)KBaHe M XapraTa Ha
KJIMCHTA.

N3cnenBanetro Ha yIOBIETBOPEHOCTTa HAa TOTPEOUTENHUTE CE€ OCBHINECTBSIBA UpeE3
M3MO0JI3BaHE U MpUJaraHe Ha CJIETHUTE METOIM 3a oOpaTHA Bpb3Ka:

1. 3BbpiIBaHEe HA AHKETHU MTPOYYBAHUS
. [IpoBexnane Ha KOHCYNTALUU ChC CILYKUTEIHUTE
. 3BbpriBane Ha HAOMIOIEHUS IO METO/IA ,,TACH KIIUEHT"
. AHanu3 Ha CUTHAJH, PEAJIOKEHUS, )KaJIOU U MTOXBAIU
. AHanM3 Ha METUUHU MTyOJIMKAITUU
. [IpoBexmaHe Ha KOHCYJTAIlUU ChC 3aUHTEPECOBAHUTE CTPAHU
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. Onucanue Ha IbTS HA TOTPEOUTENS

8. OcurypsiBaHe Ha IOCTOSTHHA TeJe(OHHA JIMHUS 3a Bpb3Ka C MOTPEOUTENUTE

10.OcurypsiBaHe Ha MPUEMHO BpEMe Ha IPaXKaHu M OpraHU3aLuu

11.Ananu3 Ha BTOpHYHA HH(OpMAIIHS

[Tnanupanoro u m3pbpmeHo npoyusane B AIIIIK mpe3 2021 r. Geme cbhoOpaszeHo c
npuetuty npomenu B HapenOata 3a anMuHucTpatuBHOTO oOciyxBaHe (/B., 6p. 9/31.01.2020
r.) u oOxBalla NPEJOCTAaBSIHETO Ha BCHUYKH YCIYTM M JAEHMHOCTH MPU aAMHUHUCTPATUBHOTO
oOciTy’)KBaHE B areHIusTa, KaTo ce oOpblla BHUMaHHE BbPXYy €(PEKTUBHOCTTA Ha IMpoleca Ha
MpUJIaraHeTo Ha OOIIMTEe HOPMATHBHU M3MCKBAHUS U CIIA3BAHETO HAa CTAHJIAPTUTE 3a KAUE€CTBO
Ha aJIMUHUCTPATUBHOTO OOCIy)XBaHe M BBbBEXKJaHE Ha MEXaHM3MH 3a oOpaTHa Bpb3Ka 4dpe3
u3cneaBaHe e(peKTUBHOCTTA Ha Mpolieca MO MPUJIaraHeTo UM.

Wzcnensanero npe3 2021 r. ce miuaHupa ¥ HpoBele B paMKUTE Ha (DyHKIMOHAIHUTE
3abJDKEHUsT Ha  JUpeKuus ,, AJMHHUCTpAaTHBHA, BKIIOYUTETHO Ha ,lleHThpa 3a
aJIMUHHUCTPATHBHO 00CTy>KBaHe".

AHKETHHUTE NMPOYYBaHMs B areHIUATA CE€ U3BBPILBAT Ype3 MOMbJIBAHE HA AHKETHU KapTH,
710 KOUTO OTpeOUTeNnTe UMat J0cThll B LleHThpa 3a aAMUHUCTPATUBHO O0CTYyXBaHe Ha 4 eTax
B aamuHucTpaTuBHaTa crpaga Ha AIIIIK nHa yn. ,,Bpabua“ Ne 23. HacoueHu ca KbM BCHYKHU
NOTPeOUTENN Ha YCIYTM C L€l H3CIEBaHE CMNAa3BaHETO Ha CTaHJApTUTE 3a KadecTBO Ha
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aJIMMHHUCTPAaTUBHOTO oOciyxBaHe. [IpegoctaBeHa € BB3MOXKHOCT Ha BCHYKHM JKENaecllyd Ja
MOIBJIHAT AHKETHU KAPTHU U J1a TY NOCTaBAT B crienainHa Kytus B [JAO. Kapture ca aHoHUMHM.

[Ipe3 2022 r. ca mocThuian 6 aHKETHU KapTh ¢ GOPMHUPAHH TIO 8§ BBIIPOCA ChC CICIHUTE
TEKCTOBE U CbOTBETHHUTE ITIOCOUYEHHU OTIOBOPHU:

1. Jocera u3znon3Banu i cte ycayrure, npeaoctapsau ot AIITIK 7 : 3- na u 3- ne.

2. Kak Hamepuxte nHpopManus 3a aJMUHUCTPATUBHATA YCIIyTa, KOATO moinspare ? : 4-
IIPU TIOCEIICHUE B areHLUATA, |- Ha UHTEpHET cTpaHumara u 1- no renedona.

3. Kak ompenenare mHpopmanuara Ha TabJIOTO B crpajara Ha areHuusita ? @  4-
pa3zbupaeMa u u3depraTesta, 1- HemocTarbyHa U 1- He Mora J1a IpeLeHs.

4. KakBa nombiaHuTenHa nHboOpMalus OUXTe Kelalu Ja ce MocTaBu Ha Tabmoto ? : 1
NpeIoKeHue - o0pasiM OT JOKYMEHTH /3asBJICHHs, MOJIOHU, (GOpMYyIspH/, CBBpP3aHH C
MIPEAOCTAaBSIHUTE YCIYTHU.

5. Konko Bpeme wn3uakaxTe, 3a Ja pasroBapsATe CbC CIYKUTENIS OT 3BEHOTO 3a
aJIMMHHUCTPATUBHO 00OCIyXBaHe ? : 5- He ce € Hajarajio Ja yakam, 1- 1o 10 muH.

6. Okazano 1 Bu 06e HY)XHOTO CBHIEHCTBHE OT CIIYXHUTENs Ha areHuusta ? : 4- na,
CILY’)KUTEJISIT CE OTHECE KOPEKTHO M CBOEBPEMEHHO H3BBPIIM HYXHUTE JEUCTBUS, 2- Ja,
CILY’)KUTEJISIT HalpaBU HYKHUTE paA3sICHEHHS M IIOMOTHA 3a OTCTpaHSBaHE Ha JOIYyCHATHUTE
MIPOIMYCKH.

7. Kak ouieHsBaTe aAMMHUCTPATUBHOTO OOCTy>BaHe, MPEAOCTaBEHO OT areHuusara ? : 1-
OTIIUYHO, 4- 100po, 1- He Mora J1a IpeLeHs.

8. KakBu ca Bammre npenopbku 3a mogo0psiBaHe Ha aIMUHUCTPATUBHOTO 0OCTy>KBaHE B
areHuusATa ? — HiMa NpenopbKu.

Ot HampaBeHHMs aHajIM3 MO H3HeceHara HH(popMalus € BHJIHO, Y€ IpeodsiagaBaT
MOJIOKUTEITHUTE MHEHUS M OICHKH 3a KayeCTBOTO HAa aJMHHHCTPATUBHOTO OOCITyXXBaHE B
AIIIIK.

IIpoBexxnaHuTEe KOHCYJITAllUU CBbC CIY)KMTEIMTE Ca Ha HHUBO DPBKOBOJEH CHCTAaB MU
pabOTHHU CPELIH ChC CIYKUTETUTE OT 3BEHOTO 3a aIMUHUCTPATUBHO 00cyxBaHe. OOCHKAAHO €
noJo0psiBaHE Ha YCJOBUATA 3a MO JOCTBIIHO M KayeCTBEHO OOCIyXXBaHE Ha MOTpeOUTENnuTe,
OCUTypsiBaHE Ha OUTOBHU M KaHIIETAPCKU YCIOBUS, 00pa3y Ha JOKYMEHTH, KaKTO U 00y4deHne Ha
nepcoHana or I[AO 3a mnoBuIIaBaHE HAa KOMIIETEHTHOCTTA, W3UCKBaHE 3a JOOpOHAMEPEHO
OTHOIIIEHWE W OKa3BaHE Ha CBHJEHCTBUE IpU IOMBJIBAaHE HA JOKYMEHTH, KOHCYITHpaHE H
o/1I00psiBaHE HA CPOKOBETE 3a NPEJOCTaBsIHE HA HEOOXOIMMUTE YCIYTH, YAOCTOBEpEHHUS WU
JIOKYMEHTH.

IIpoyuBanero mo Mmerona ,,racH kiaueHT B AIIIIK ce u3BbpiIBa B CHOTBETCTBHUE C
Mertononorusta 3a MpoBeXJaHe Ha MpoyuBaHe, pazpaboTeHa OT VMHCTUTyTa MO MCHUXOJOTHS.
Cayxurenure oT 3BEHOTO 32 aJIMUHUCTPATUBHO OOCITyXBaHe ca 3all03HaTH, 4e TSIXHaTa JIeHHOCT
MOXKE Ja c€ MpOBEpsABA OT TallHUW KIMEHTH U ca MHCTPYKTHPAHM 3a M3MCKBAIIOTO C€ OT TAX
OTHOIIIEHHE U TMOBEJICHUE.

[Ipe3 2021 r. AMpeKTOPBT HA AUPEKIUA ,,AIMUHUCTPATUBHA U TJABHUS CEKpeTap Ha
AIIIIK perynspHO ca U3BBPILIBAIM MPOBEPKU KAaTO MOTPEOUTENN HA aIMUHUCTPATUBHU YCIYTH,
IIPU KOUTO HE Ca KOHCTaTUPAHU HECHOTBETCTBUS ChC CTAHAAPTUTE U MPOIYCKU B OTHOLICHHETO
1 00CITyKBaHETO.

IIpu wu3BBpIIEHUS aHAIW3 Ha CHTHAIM, NPEIJIOKEHHs, >KalOM U TOXBaIH €
KOHCTaTUPAHO, Y€ B areHIMsTa He ca MOCThIIBAIN CUTHAIHN, PEAJIOKEHHS U 5Kaj0u BB BPB3Ka C
aJIMUHUCTPATUBHOTO OOCITy>KBaHE B areHILUATA.



C paboreumre B lleHThpa 3a aJAMHUHHUCTPATUBHO OOCIY)XBaHE ca MPOBEKIAHU
MHOTOKpaTHH Pa3roBOpH U 00yUeHusl.

[TocTenmim ca 2 MUCMEHM MOXBAJIM W 5 YCTHU MOXBalu copsiMo ciyxurenun ot 1{AO,
KakTo W 2 ommyHU u 4 700pH OIEHKM OT aHKETHUTE KapTH 3a aJIMUHUCTPATUBHOTO
o0cCiTyXKBaHe, MPEJIOCTABEHO OT areHIIUATA.

[Tpu ananu3a Ha MeauiinuTe myonukamuu npe3 2021 r. He ca uAeHTUGUIUPaAHT METUHHI
MIPOSIBH U OIICHKW B HAIMOHATHU MEJIUHU, PAJINO, TEICBU3MS, IEYATHU U3JIaHUs, HHPOPMAIIHOHHU
areHIIMY, OHJIAWH U3JJaHus, COLMAITHA MPEXH U IPYTH, Kacaelly HAINYNe Ha MMyOJIMYeH HHTepeC
CHPSMO aJIMUHHUCTPATUBHOTO 0OCITY>KBaHE B areHIIUATA.

II1. YnpasJ/ieHue Ha yI0BJIeTBOPEHOCTTA HA MOTPeOUTEIUTE

AHanu3bT HA Pe3yNTaTUTE OT MIPOYUYBAHETO 32 YIOBJIETBOPEHOCT MOKa3Ba, Y€ MajKa 4acT
oT HOTpe6I/ITCJII/ITe Ha YCJIIYT'U MPOABABAT AKTHBHOCT IIPH IIOIIBJIBAHCTO HA aHKCTHUTC KAapTHU U
MIpU JaBaHETO Ha OIICHKU U MPEJJIOKEHUS 32 MOA00psiBaHe HA aIMUHUCTPATUBHOTO OOCITYKBaHE
B AIIIIK. IlpeobnamaBamiata 4acT OT OILICHKUTE Ca TMOJOKHUTEJIHH, KOETO Hajara M3BOjJa, 4e
AFCHIII/IﬂTa 3a HY6J'II/I‘-IHI/IT€ NpeanpuiaATUsd U KOHTPOJI Clla3Ba KPUTCPUUTC U CTAHAAPTHUTC 3a
3aKOHOCHOOPA3HO, TOOPOCHBECTHO U OE3MPUCTPACTHO AAMUHUCTPATUBHO OOCITYKBaHE.

B Lentspa 3a agmunuctpatuBHo oOciyxBaHe Ha AIIIIK ca ocurypenu HeoOxonumuTe
OWTOBU YCJIOBHUSA, JIOCTBII, TEXHUKAa U 000pyABaHEe U ca OOYUEHHU CIYKUTEIUTE OT 3BEHOTO 3a
aJIMMHHUCTPATUBHO OOCITy>KBaHE 3a ITBJIHO, KAUECTBEHO U B CPOK U3BBPIIBAHE HA HEOOXOIUMUTE
YCIYTH.

AKTyanu3upaHu W U3MEHEHHM ca BpTpemHuTe INpaBwia 3a aJAMUHUCTPATUBHOTO
oOciyxBaHe, BpTpenauTe mpaBuia 3a JOKyMEHTOOOOpoTa, Xaprara Ha kiueHTa, Criuchka Ha
MPEAOCTABSIHUTE YCIYTH.

PazpaGorena u BbBeneHa € HoBa uHTepHeT crpanunia Ha AIIIK ¢ BximroyeHnu nBa
OCHOBHHU pazjiena — KoMIUIEKCHO aJIMUHUCTPAaTUBHO 00CTy>KBaHE U AJIMUHHUCTPATHUBHH YCIYTH,
C BKJIIOYEHH BBTPEIIHA HOPMATHUBHU TOKYMEHTH, HHGOpMaIus, GopMyIsipu U 00pasIiu.

OcBeH Ha MACTO B areHUUATAa € OCUTYpPeHa W Bb3MOXKHOCT 32 MOJIaBAHE Ha 3asBJIECHUS,
MOJIOH, CUTHAIIH, KallOH U TIPEIJIOKEHUS Ype3 ENEKTPOHHO JETOBOJCTBO.

Ocurypen e necen goctbi 10 [[AO, BKIIOYMTENHO HA JIMIIa C HaMaJieHa JBUTaTeIHa
AKTHUBHOCT.

MOHTI/IpaHI/I ca o003HaueHa KYTHA 3a CUTHAJIU U NPCAJIOKCHUA HAa BXOJa Ha ar€cHoyara u
KyTHs 3a aHkeTHH kaptu npu [{AO.

BbBenenu ca He0OX0IMMUTE MPOTHBOCTIUIEMUYHN MEPKH.

IV. [eiicTBusi 32 mogoOpeHue

[Ipe3 2022 r. mie mpoabKaT MEPKUTE 32 MOBUIIABAHE KaYeCTBOTO U €()EeKTUBHOCTTA HA
agmuHucTpatuBHOTO oOcmyxkBane B AIIIIK. C ocobeHo BHHUMaHHWE 1€ MPOIBIDKA
aKTyaJIM3MpaHETO W HaArpa)xkaaHeTo Ha HoBara nHTepHeT crpaHnna Ha AlIIIK. Ille ce nmorepcu
BB3MOXHOCT 32 BbBEXKJaHE Ha O€3IUIaTeH MHTEPHET JOCTHI 3a MOTPEOUTENUTE HAa YCIYTH, BKIL.
€JIEKTPOHEH JOCThI A0 MH(popManusTa 3a yciayrute. llle ce akryanusupa W U3roTBU HOBa
AHKETHA KapTa, KaTO Ce OCUTYpH M €JIEKTPOHEH JOCTBI 3a nomnwiBaHe. llle ce akryanusupar u
MPEeIOCTaBAT O0pa3Iy 3a MOJI3BaHE OT MOTPEOUTENHTE HAa BCHUYKH YCIYTH, MPEJOCTABSIHH OT
AIITNIK. Ile ce mnpoBene MAONBIHUTEIHO OOy4YeHHME Ha 3BEHOTO 3a aJMMHUCTPATHUBHO
oOciykBaHe, ¢ rnocneasan KoHTpod. Ille ce 3acuiam KoHTpoIa 3a HaboeHHE 10 Me0/a ,,TaeH
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ximent. Ille ce ThpcM aKTMBHO MHEHHETO Ha MOTPEOWTENHWTE, KaTo 3a IeNTa IIe Cce
MOMYJISIpU3HMpa U HachpyaBa MPEIOCTaBsIHETO Ha 0OpaTHa Bpb3Ka.

M/

AHYO BACUJIEB
I''/TABEH CEKPETAP



