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3a OIICHKA Ha yJJOBJIETBOPEHOCTTA Ha MOTPEOUTENINTE
OT Ka4eCTBOTO HA a/IMUHUCTpAaTUBHOTO oOcimykBane B HCLIPJIIT 3a 2023 r.

Pa3zpnen |. YBog

JloxiianbT 3a OLlEHKAa Ha YAOBJIETBOPEHOCTTAa Ha IOTPEOUTENIUTE OT KauyecTBOTO Ha
aamuHuctpatuBHoTo obOciyxBane B HCLIPJIIT 3a 2023 r. BxirouBa MHGpOpMAIUS 3a ISUIOCTHUS
MpoLeC MO OpraHu3alvs, U3MBbJIHEHWE U OTYUTaHE Ha JIEHHOCTUTE, CBbP3aHU C IOJIydaBaHE Ha
oOpaTHa Bpb3Ka U U3CJE/IBaHE Ha YAOBIETBOPEHOCTTA HA MOTPEOUTENUTE HA aIMUHUCTPATUBHU
yeiyru, npenoctaBsaun oT HCIIPJIIL. JloknmagbT € M3rOTBEH MpU Cla3BaHE H3UCKBAHUSTA HA
MeTtononorusara 3a U3MEpBaHe U yIpaBlIeHUE Ha YJOBIETBOPEHOCTTAa Ha MOTpeOUTENNTe, MpreTa
¢ PMC Ne 246/2020 r., Ha ocHoBanue ui. 24, an. 8 or Hapenbara 3a aaiMHHHUCTPATUBHOTO
obciyxBane (HAO) u un. 35 ot BeTpenrnute npaBuia 3a opraHu3anusaTa Ha aIMUHUCTPATUBHOTO
obcmyxxkane B HCIIPJIII, yrebpaenu cbe 3amoBen Ne PJ[ 03-6 ot 31.07.2020 r.

Paznen |l. Meronu 3a o6paTHa BpBb3Ka, H3NMOJI3BAHH 32 M3BbPIIBAHE HA OLEHKA Ha
YAOBJIETBOPEHOCTTA HA MOTPeOUTEIUTE

KomyHnukamnusara ¢ mnoTrpeOUTENUTe Ha aJAMUHHCTPATUBHU YCIYTH, MpPEJOCTaBsIHH OT
HCIIPJIII, e HenpekbCHAT MpOLEC.

3a u3crneqBaHe W OLCHKA Ha HarJlacUTe W ovakBaHusATa Ha norpedutenute B HCLIPJIII
0s1Xa TPUJIOKEHU CIEAHUTE METOAU - YacT OT 3aJbJDKUTENIHUTE METOAM 3a oOpaTHa BpB3Ka,
pernamenTupanu B wi. 24, an. 2 u 3 or HapenbaTta 3a aAMUHUCTPAaTMBHOTO OOCIYyXBaHe M
MeTtononorusra 3a U3MepBaHe U yIpaBieHUE HA yI0OBIETBOPEHOCTTA Ha MOTPEOUTENNTE:

1. H3BbpuiBaHe HAa AaHKETHU NPOYUBAHUS;

2. TlpoBexaaHe Ha KOHCYJTAIIUHU ChC CITyXHTETUTe, padotemu B [[AO;

3. AHanu3 Ha CUTHAJH, MPEUIOKEHUS, KaJlOU 1 TTOXBAJIH.

Bcekn enMH OT TOpErnoCOYEHHWTE METOAM 3a M3CIEABAaHE YJOBJIETBOPEHOCTTAa HA
NoTpeOUTENUTE OT aJIMUHHCTPATUBHU YCIYTH ca e(PEeKTHBHO (YHKIHMOHMpAIIM MEXaHU3MH B
HCIIPJIIT 32 MOHUTOPHHT Ha Ka4e€CTBOTO HAa aJIMUHUCTPATUBHO OOCITYKBaHE.

Pa3znen Ill. IIpoBeneHo mpoyuBaHe Ha Y/JI0BJIETBOPEHOCTTAa HAa MOTPeOHTEIHTE HA
aIMUHUCTPATUBHHU YCJIYTH — JAHHHU U Pe3yJaTaTH
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1. M3BbpuIBaHe HA AaHKETHH MPOYYBAHUS

Ilenta Ha HpPOy4YBAaHETO € OCUTYpsABAaHE Ha I0-700pPO, MO-IOCTBIHO U IMO-€()EKTUBHO
aJIMUHUCTPATUBHO OOCITy’KBaHE, Ype3 YCTAaHOBSBAHE Ha IMPeo0JaJaBallUTe MHEHHS, OLCHKH H
YAOBJICTBOPEHOCT Ha moTpedutenure Ha aaMuHUCTpatuBHU yciayru B HCIIPJIII. Anketnute
npoyusanus B HCLIPJIII ce u3BBppLIBAT LENOTOAMILIHO YPE3 MONBJIBAHE HAa aHKETHA KapTa, 10
KOSITO NOTPEOUTEIUTE HAa YCIYyIHM UMAT CBOOO/EH AOCTBII, KAKTO ClIe/Ba:

- Ype3 momrbJiBaHe Ha MACTO B LlenThpa 3a aqmunucTpatuBHO obciyxBane Ha HCLIPJIIT;

- 4pe3 MOIIBJIBAHE M M3IpalllaHe 4pe3 MHTEpPHET cTpaHuuara Ha HanuwonanHus cuBer,

CeKIuS ,,AIMUHUCTPATUBHO OOCITY>KBaHEe .

3asBUTENN Ha aJMUHUCTpAaTUBHU yciyru, npenocraBsHu ot HCLIPJIII ca enmHcTBEHO
IIpurexxarenn Ha paspelieHus 3a ynorpeda Ha JICKapCTBEHH MPOJAYKTH MM TEXHH
YI'bJIHOMOIIIEHU IOPUANYECKH JIMLIA.

AHKeTHaTa KapTa 3a YyJIOBJIETBOPEHOCTTa Ha IOTPEOUTENIMTE € aHOHMMHA M HE JlaBa
BB3MOKHOCT 32 WICHTH(HIIMPaHE Ha [TO/1aTell, OCBEH aKO TOM caM He ce € JIeruTuMupat. Jlananre
NIEPUOJUYHO CE AaHAIM3MPAT U Ca OCHOBAHME 3a BBBEXK/AHE HAa HOBU U YCHBBPUICHCTBAHE HA
ChILECTBYBAILM MPAKTUKKU IIPU 0OCITYyXKBaHE Ha MOTpeOUTEeNUTE. AHKETaTa € npepaboTeHa, KaTo €
ONITUMHU3MpaHa C OIJIe] IOJYyYEHUTE Ipe3 IMpeAXoAHaTa TOAWHA PE3YIATaTH OT aHKETHOTO
IIPOYYBAHE.

ITpe3 2023 ronuHa aHKETUPAHETO € OpPraHU3MPAaHO KaMIIAaHUIHO JBa IbTU B IOJMHATA —
pe3 M. IOHK M M. JIEKEMBpHM, KaTro Mpe3 Te3U IMEpUOJU CE€ HU3BbpIIBAILE IIEJIEHACOUYEHO
HachbpyaBaHe Ha MOTPEOUTENNTE Aa NIPEIOCTaBAT 0OpaTHA Bpb3Ka BbB BPb3Ka € 00CIYKBAHETO.

OOumaT Opoil Ha MOJI3BaTENIN HA aIMUHUCTPATUBHU YCIIYTH, MOXKETAIU 1a U3pa3siT CBOETO
MHEHHUE Ype3 MOMbJIBAHETO Ha aHKeTHaTa Kapra Ha msacto B LJAO na HCIPJIII u upe3 untepuer
crpanuuara npe3 2023 roauna, € 36 noTpeGuTenH.

Ot aHanW3a Ha TO3W METOJ CTaBa sCHO, 4e mpe3 2023 r. morpeOuTenure ca ce
MHGOPMHpPANIN 32 AIMUHUCTPATUBHUTE YCIYTH OCHOBHO OT MHTepHeT cTpanunara Ha HCIPJIII u
or Ilentspa 3a aaMuHUCTpaTHBHO oOciHyxBaHe (Bbrpoc Ne 2). Hupopmarmsta OTHOCHO
aIMUHHCTPATUBHHUTE YCIYTH € ONpeAeieHa M3ILUIo KaTo poctarbyHa (Berpoc Ne 3). Tosa ce
MOTBBPIKIAaBa M OT JIUIICAaTa Ha MPEMOPHKUA KbM HEHHOTO Chabprkanue (Bbipoc Ne 4). Ipes 2023
I. ajieHaTta oOI1a OlLeHKa 3a Ka4eCTBOTO HA aJJMUHUCTPATUBHOTO OOCIyBaHe € ,,OTInyHa" UIu
»MH. mo0pa“ (Bempoc Ne 12), karo NOTpeOUTENMTE HAMAT HHUKAKBH 3a0CNICKKH KbM
aIMHHHUCTPATUBHOTO 00cmyx)BaHe (BbIpoc Ne 5).

OTHOCHO BHEApPEHUTE EJNEKTPOHHU YCIAYyTM aHKETUPAHUTE Ca OCTAaHAIM HaIIbJIHO
ynosierBoperu. (Bbrpoc Ne 8). C ornen He0OXOMMOCTTA OT JOMBIHUTEIHA HH(OPMAIIHS B X012
Ha M3MbJIHEHHE Ha ycayrute (Bprpoc Ne 6), aHKeTHpaHUTE JIMIA Ca TOCOYMIIM KaTO Bb3MOXKHU
JIBa OTTOBOPA (,,HUKOTA™, ,,B ONPEACICHH CITydau*).

B®B BuCOKa cTeneH € u3pa3eHa yAOBJIETBOPEHOCT HAa MOTPEOUTETUTE OT MOJI3BAHETO Ha
yeb-roprana, MOOMIHOTO NPWIOKEHHWE M OT HAYMHHUTE 3a ThPCEHE Ha JaHHU B IYOJUYHUTE
peructpu. (Berpocu Ne 9, 10 m 11)

2. IIpoBeskaaHe HA KOHCYJTAUMH ChC cayxurenaure B HAO

Cxc cmyxurenure, padoremu B LleHThpa 3a aqMuHucTpatiBHO oOciyxBane Ha HCIIPJIII,
MIPOYYBaHE OTHOCHO YJIOBJIETBOPEHOCTTa Ha MOTPEOUTETUTE C€ M3BBPILBA OT IJIABHUS CEKpeTap
Ha CpBeTa, KakTo cieBa:

- 10 BCAKO BpeMe - MpHU BHb3HMKBAHE Ha KOHKpETHA CUTyalus Ipu oOpaTHaTa Bpb3Ka C
MOTPEOUTENUTE U/ UITU

- BEAHBXK Ha ILIECT Mecela - ¢ LeJ U3pa3sBaHe Ha BIICYATICHUATA Ha CIYXKUTEIUTE IIPH
KOHTAKTa UM C IOTPEOUTEIUTE Ha a]MUHUCTPATUBHH YCIYTH.
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3a 2023 1. koHCcynTaMK che cyxutenuTe oT [{AO e HanpaBeHa mpe3 M. I0HU U TIPE3 M.
nexemBpH 2023 r., Ha KOUTO MOAPOOHO € 00CHIAeHa 0OpaTHATa Bph3Ka C OTPEOUTETTUTE.

[To muenne nHa cinyxutenure B L[AO wundpopmanusTa OTHOCHO aAMHHHCTPATUBHOTO
oOciry)kBaHe, MyOlIMKyBaHa Ha WMHTEPHET CTpaHMIIATa, € JOCTaThbuHA M SICHA, KAaTO ca MAaJIKo
cllydauTe, MpH KOUTO C€ € Hajarajo yTOYHsSBaHE B Ta3u Hacoka. Karo 1su10, mpekute um
BIICUYATIICHUSI ca, 4Ye MOTPEeOUTEeNUTe Ha aJMUHHCTPATUBHU YCIYyTd Cca JIOBOJHU OT
MIPEIOCTaBIHOTO Ka4eCTBO Ha 0OCITY>KBAHETO.

ObaxganusTa mo TenedoH ca CBbP3aHU OCHOBHO ChC 3alMTBAHMS HA (PU3MYECKH JTUIA
OTHOCHO APAacTHYHO YBEJIMYEHHE IIEHH Ha JApeOHO Ha JIeKapcTBEHH MNpoayKTH. CiyKUTeIuTe
OTrOBapAT B paMKHUTE HA TSIXHATa KOMIETEHTHOCT HEMOCPEICTBEHO CJIe]] TOCTaBSIHE Ha MUTAHETO,
a MpW JIMIICa HA TakKaBa, HACOYBAT MOTPEOUTENUTE HA AAMHUHHCTPATHBHO OOCITYXBaHE KbM
CHhOTBETHUTE eKcrepTu. YecTo ce ciyuBa ocTaBaHne Ha ciyxutenute B LIAO B ciayyaure, korato B
CIIy’)keOHUTE TOMENICHHS WMa TOoTpeOuTenr B Kpas Ha OOSBEHOTO pabOTHO Bpeme, 0
MIPUKJIIOYBAHE HA TIXHOTO 00CITYyXKBaHE.

Hsma omnakBanust ot HemtoOe3Ho otHouieHue Ha ciayxurenure B [[AO. Llenu ce
norpedburenuTe na ca MHGOOPMHUpPAHU B JOCTaThYHA MBJIHOTA U MOCTABEHUAT IpoOJieM aa ce
W3SICHSIBA BEJHAra WM BHB BB3MOKHO Hal-KpaTbk Cpok. [locoueHM ca KOHKPETHHW CIIy4ad, B
KOUTO MOTPEOUTENHN ca U3Pa3HUIId CBOUTE OJIar0JapHOCTH 3a MpeocTaBeHaTa HHPOpMaIHs.

OCHOBHHTE BBIIPOCH, ITOCTABSIHU OT MOTPEOUTEIUTE HA aJIMUHHCTPATHBHH YCIYTU TIPS
ciyxurenute oT LIAO, ca cBbp3aHu ¢: MpOBEpKa Ha CTaTyca Ha aMUHUCTPATHUBHATA MPOLEAYpa,;
TEXHUYECKH TpoOJieMH ¢ ye0 rmopraja; mpueMaHe Ha JTOKYMEHTH, M3MPATEHU IO EJIECKTPOHHA
T0I11a; Bb3MOXKHOCT 32 M3BBPIIBAHE HA JOCTHII 0 MPEAOCTABEHU ChITIaCyBaTEIHU CTAHOBUINA 110
ChOTBETHA aIMUHUCTPATHBHA MIPOIIEAYpA.

3. AHAJIM3 HA CUTHAJIN, NPeIJIOKEeHUs, )KAJI0U U MOXBAJIHU

B HCIPJIIT Ha 061moA0CTHIIHO MSICTO € MOocTaBeHa ,,KyTus 3a mpeaioKeHusl U CUrHaIIn
KOSITO CE€ OTBaps U MPOBEPSABA €KEMECEUHO OT HAPOUHA KOMUCHSA. B pe3yaTaT Ha MpoOBEpKUTE Mpe3
2023 1. ce ycTaHOBH, Y€ He ca MOCTHINBAJIU CHUTHAJIM, NMPeNJI0KeHUs, KaJI0M U MOXBAJIH BbB
BPBb3Ka ¢ /IMUHUCTPATUBHOTO o0cayxBane B HCLIPJIII.

Pazgen IV. Hean na HCIHPJIII oTtHocHO mogoOpsiBaHe Ha aAMMHHMCTPATHBHOTO
o0ciy:KBaHe

HezaBucumo ot nosoxxurenHara oOpaTHa Bpb3Ka Ha MOTPEOUTENUTE, BUAHA OT AHKETHUTE
KapTH 3a MpOy4YBaHE Ha YJOBJIETBOPEHOCTTA OT aJIMHUHHCTPATUBHOTO OOCIy)KBaHE M BBIIPEKH
JMIICaTa Ha TOCTHIWIM CHTHAIM W kanou mpe3 m3teknata 2023 r., HCHPJIII me npoabmku u
npe3 2024 roarHa aKTUBHO J1a C€ UHTEpPECYBa OT MHEHUETO Ha MOTPEOUTEHTE.

3a nenuTe Ha MoJIydaBaHe Ha oOpaTHa Bpb3Ka ca pazpadorenu llenn Ha anMuHHMCTpanuaTa
3a 2024 ronuHa, kato B CTpaTernyecky LeIM Ha JOKYMEHTa ca OTpa3eHH OYaKBAaHUTE PE3yJITaTH
W ca OIpelelieHH WHIUKATOPH 3a W3MBIHCHHE, C IeJ HENpPeKhCHATO ONTHMHU3WpaHe Ha
aJIMUHUCTPATUBHOTO OOCITY>KBaHE M MOJAIbpPXKAHE HA MPAKTUKU 332 M3MEPBAaHE HAa M3IBIHEHUETO
110 OTHOIIIEHUE Ha TPAXKTAHUTE/TIOTPEOUTETHUTE.

Hacrosmust noxman me 6b1e my0aukyBad Ha nuHTepHeT ctpanuriata Ha HCLPJITI.

MMPUJIOKEHUE: Ankeru 3a Mpoy4BaHE Ha yIOBJIETOBPEHOCTTa OT aMUHUCTPATUBHOTO
obciyxBane B HCIIPJIIT — Ha xapTHeH HOCUTeN.

M. ssayapu 2024 r.
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