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TOJAUIIEH JOKJAJL
3A
OILIEHKA HA YJIOBJIETBOPEHOCTTA HA IOTPEBUTEJIUTE OT
AIMHUHHACTPATHBHOTO OBCJTYKBAHE
B PYO - PA3I'PAJI

[IpoyuBaHeTo Ha yJOBJIETBOPEHOCTTAa Ha MOTpeOUTENUTE HA aJMHHHCTPATHBHH YCIIYTH
Ha PernonanHo ympaBneHHe Ha oOpa3oBaHHeTO — Pasrpaja ce InpopexJa B M3IIBIHEHHE Ha
Hapenbara 3a aIMHHHUCTPaTUBHOTO OOCIy’kBaHe M BbTpemHuTe mpaBuia 3a OpraHu3alus Ha

aJIMUHUCTpAaTUBHOTO 0OciykBane B PYO — Pasrpan.

1. H3mepBaHe HA YI0B/JI€TBOPEHOCTTA HA MOTpe0HTE/INTE

[Ipe3 2021 r. B u3mbiaHenue Ha 424, an.8 or Hapeabara 3a aJIMHHHUCTPaTHBHOTO
oOCIy)BaHe € H3rOTBEeH IOJMILIEH J0KJIa)l 3a OLEHKa Ha yJOBIETBOPEHOCTTAa Ha MOTPEOUTEIUTE
3a IpeJxo/iHaTa KajeHaapHa roguaa. CeIIMAT € MyOJIMKyBaH Ha HHTEpHET cTpaHurara Ha PYO-
Pasrpan.

1.1. MeToau 3a obpaTHa Bpb3ka B PYO — Pasrpan, u3noa3Banu 3a u3BbpuiBaHe HA
OLIEHKA 32 YA0BJIETBOPEHOCTTA HA MOTPeOUTeIHTE
PYO — Pasrpan oceiiectBaBa oOpaTtHa Bpb3Ka ¢ noTpedurtenute, Kato cb0upa uHGopMamus 3a

YAOBIETBOPEHOCTTA OT IMPEAOCTABAHHUTE aIMHHHCTPATHBHH YCIYIH 4Ype3 IpHIaradse Ha

CIICTHHTEC METOJIH:

(] u3BBpIIBaHE HA AHKETHH IIPOYYBAHMS;
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"] IpOBEkK/1aHE HAa KOHCYJITALHMH ChC CIIYKUTEIHTE,

|| u3BBpIIBaHE HA HAOMIOAEHHUS 110 METOa "TaeH KITHeHT";

L] aHAllH3 Ha CHTHATH, IPEIIOKEHH S, KalI0H U MOXBAIX;

[l aHanu3 Ha MeMHHY MyOIuKaLuy.

Onmcannte MeTomM ca oOnpexeNeHH BbB Bwrpemnn MpaBHjia 3a OpraHu3alMs Ha
aJIMMHHCTPAaTUBHOTO oOciyxBane Ha PYO- Pasrpan. 3a npunaranero Ha MeToauTe 3a obparHa
Bpb3Ka M Ha9HHHMTE 33 TAXHOTO H3MON3BaHe W mpuiaraHe PYO — Pasrpaa ce pBpKOBOZH OT
Metononorusta no . 25 or Hapen6a 3a aJIMUHHCTPATHBHOTO 00CIyKBaHe Yype3 MpHIaraHe Ha
BBTPEIIHA IPOLEeaypa.

1.2. Anaii3 Ha nostydenaTta undopmauusi ot odpaTHaTa BPb3Ka H Pe3yJITATHTE OT
H3MEPBAHETO Ha YAOB/ICTBOPEHOCTTA HA MOTPeOHMTEHTe HA AAMHHHCTPATHBHH YCIYIH,
npepocrasenn oT PYO — Pasrpajn 3a mepuona 01.01.2021 r. — 31.12.2021 r.

1.2.1. TlpoBesxaane Ha aHKETHO NPOyYBaHe

AHKETHOTO NpoydBaHe e npoBeneHo B mepmoma 01.01.2021 r. — 31.12.2021 . ype3
IONBJIBAHE HAa aHKETHa KapTa no obpasen OT HOTpeOHTENHTE NPH IOCELICHHE HA MIACTO B
IlenThbpa 3a aAMHHHCTPATHBHO 06CIykBaHe Ha PYO- Pasrpaj. AHKeTaTa e JOCTBIIHA 3a BCEKH,
HE3aBUCHMO [Jal € 3asiBUTENI Ha YCIIyIra HIIH He.

B®B BpB3Ka ¢ MpoBex/1aHNTE IPOYYBaHHS 3a YAOBIETBOPEHOCTTA Ha notpeduTenure Ha
AIMHHHCTPATHBHH YCJIYTH MpHIIaraHaTa aHKeTHA KapTa € aJanTHpaHa KbM (YHKIHHTE H
AEHHOCTTA HA TEPUTOPHAIIHATA aIMHUHHUCTPALIUS, W3IIOI3BAHHST HHCTPYMEHTAPHYM OT BBIPOCH
€ ONTHUMH3HPAH.

B nepuona smyapu — nexemppu 2021 . ca mombiHeHH 06110 24 aHKETHH Kaptu. To3mu
Opoit croTBeTCTBA HA 35% OT NMOCTHIMIMTE 3asBICHHS 33 W3BBPIIBANE HA aIMHHHCTPATHBHH
yeiayru B PYO - Pasrpag.

PesyaraTure 0T aHKeTHOTO IpOyuBaHe

l MoasBane HA yCJIYrHTe HA AIMHHHCTPAIHATA HA PYO-Pasrpan npexn mozBane
HA HACTOAWIATA yCJayra:

Cemem mocoysar, 4ye ca monsBamm, a 17, d4e He ce MOJ3BAIH YCIIyTUTE Ha
aJIMHHHUCTpAIHATA.

- [MMocrbm g0 uHdopMammsTa, HHTepecyBamia  moTpedMTeNMTE  Ha
4/IMHHHCTPATHBHA yC/Iyra

92% OT aHKeTHpaHHUTE [OCOYBAT, Y€ JIECHO €4 OTKPUIM HEOOXOIMMATa UM uHpopMaIus

3a ycliyrara, KosaTo UCKaT Ja 110J13Bart, a 8% He ce OTTOBOPHIIH Ha IIOCTABCHUS BBITPOC.
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(1 M3TOoYHHIH 33 MOJydYaBaHe HA MbPBOHAYAJHA HHDOPMALMA 32 H3BHPIIBAHHTE
or PYO-Pasrpaa aiMHHHCTPATHBHH YCJIYTH

[1lecTiMa mocoOYBaT OT Telle)OHEH Pa3roBOP ChC CIIYKHUTEIN OT aJIMUHUCTpaluATa, TPUMa
oT Unrepuer — crpanunara Ha PYO- Pasrpan, jiBanagecet — OT POJHHHH, IIPHATENH, O3HATH,
OT HOPMaTHBHH JOKYMEHTH — Bama i oT HH(opManuoHnoTo Tabno B PYO-Pasrpan - nsama.

B enHa aHKeTa € MapKHpaH II0Be4e OT €IHH OTIOBOP.

[ mpeAmoYHTAHH M3TOYHHIM 32 MpPEIOCTaBsIHE HA MH(OpPMaLHs 0T HOTpeOHTETHTE
HA AIMHHMCTPATHBHH yCIyIrd

Unteprer crpanuiara Ha PYO kato H3TOYHHK € TocoyeHa ot jeser nuna. [lonyyasane
Ha MH(OpMAIHA MO eJEeKTPOHHA IoIMa ca MOCOYMIM TpuMa. EniHaneceT ca Npeanoyend Karto
W3TOYHMK Ha HH(OpPMAIHs TeledOHHHTE PAa3srOBOPH, a JBaMa — MH(MOPMAIMOHHOTO Tabio B
PYO- Pasrpan. EquH OT aHKETHPAaHUTE HE € OTTOBOPHIL.

ViMa aHKeTHpaHH, KOUTO ¢a IIOCOYMIIH II0BeYE OT €/IMH U3TOYHHK Ha HH(OpMALus.

0 O6ma uudopManus 3a NoTpedHTEIHTE HA AAMHHHCTPATHBHH YCIYTH

Pe3y/ITaTuTe OT aHKETHOTO IIPOyUYBaHe MOKa3par, ye: 13 or ankeTmpanute ca Mbxe, 10
JKeHH, & 1 He € OTTOBOPHIIL.

CeneM OT MOTpeOHMTENHTE HA ANMHHHCTPATHBHH YCIYI'W ca 10 25 TOIMHH; OCeM OT
IOTpeOUTENUTE ca Ha Bb3pacT Mexay 25 u 40 romunu, Apyru mect — oT 41 1o 55 roauHd U
e[MH Haj 55 romuHd. 62,5% OT aHKeTHPAHHTE MMAT 3aBBPIICHO cpeHo obpasoBanue, 25% ca ¢
Bucire obpasosanue U 8,3% c ocHOBHO oOpasoBanue. MexIy aHKETHPAHHTE JIMIA HsIMA TaKHBa
¢ HavaTHO 00pa3oBaHHE.

OcHOBHATa 4YacT OT 3agBHUTENUTE HA AJMHHUCTPATHBHM YCIYI'M Ca 3aeTH JHLIa —
paboTeIny U yJally.

C ornen xapakrtepa Ha mpemiaranute oT PYO — Pasrpaj agMHHHCTPaTHBHH YCIIyI'd
pe3ynTaTuTe OT MPOYYBAHETO OTTOBAPST HAIIBIIHO HA OYAKBAHMS IPOQHUII HA TOTPEOHTEIH.

0 Y 10BJIETBOPEHOCT OT BpeMeTo 3a 00c/Iy:KBaHe

AHaIH3BT HA TONyYeHaTa o6paTHa BPb3Ka 0Ka3Ba, 4e 96 % oT aHkeTHpaHHUTE ca OMIM
JIOBOJIHH OT paboTHOTO BpeMe Ha LleHThbpa 3a amMuHKCTpaTuBHO obcmyxkBane (IJAO), a exun He
€ OTTOBOPHIL.

Jloka3aTencTBO 3a HHBOTO HAa aAMHHHCTPATHBHOTO OOCIIY)KBaHE Ca M OTIOBOPHTE HA
BBIIpOCa OT aHKeTara ,,Cra3par JIi ce 3aKOHOBHTE CPOKOBE 3a M3BbpIIBAHE HA 3asiBeHara oT Bac

aJMHHHACTPATHBHA yCiryra?®, Ha KOWTO BCHYKH OT aHKETHPAHHUTE ca Jalld OTroBOp ,,1a".
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[ YaosaerBopeHoeT oT npegocrasenara HHpOPMALMA 32 YCJAYTHTE M J0CTHOA 10
THX H OT OTHOIIEHHETO HA CJIy:RUTes/cayxuTeanTe B [[AQ.

Benuky ankeTMpaHH ca OTroBOpHIH, ue MHPOPMAIHATA OTHOCHO NPEIOCTABIHHUTE OT
PYO - Pasrpax ycinyru, xosito ca nonyquian ot ciyxkutens B LIAO, xato merHamecer ca g
KBATM(QUUMPATH KaTO W3YepraTesHa, Karo OCTHIIHA €A [10COYMIN CBIO TIETHAJIECET;
pasdupaema — oceMHazieceT. B ankeTH uMa MapKHpaHH MOBEYE OT et oTroBop. Hsma orrosop
328 HEraTUBHO OTHOLIEHHE.

AHKETHPaHHTE ca JIOBOJNHH OT OTHOLICHHETO Ha CIY)KMTEJIHTE, KaTo JBaHAJECeT ca
TIOCOTHII, U€ € BEHIIMBO, & TPMHANECET - BHAMATENHO. EJMH oT ankeTupanute He e OTrOBOPHIT
Ha MOCTaBeHHs BBIPOC. B /iBe anKeTH ca MapkupaHu moBeue oT enuu orroBop. Hsma orrosop
3a HEraTHBHO OTHOINEHHE.,

[ M3caensane Ha KOPYNIHOHHHS PHCK

IIpu npoBeaenoTo ankeTHO MpoyyBaHe HA BBIIpoca ,,Kak OuxTe pearupanu, ako cranere
CBHJICTCII Ha KOPYIIIMOHHY JICHCTBHSA HIIH JKEPTBA Ha MOAOOHO OTHOIIEHHE?

Ot aHKeTHpaHHUTE — IECTHATECET Ca IOCOYMITH, Ye e HHGbOPMHpPAT HaYaIHUKa Ha PYO-
Pasrpaz, mect— MunuCcTbpa Ha 06pa3zoBaHEETO U Haykara, eIMH JpPYI KOMIIETEHTEH OpraH;
€/MH, 4e Lie MHpopMHUpa U HauvanHHKa Ha PYO u MHHHCTEPA Ha 00pa3oBaHUETO M HayKara,
ABama He ca OTTOBOPHIIH U €/IUH TIOCOYHII, Ue HAMa J1a pearupa.

U JlocThn 10 aAMHHHCTPATHBHH ycayrn B PYO — Pasrpax mo orHomenue Ha
CHa3BaHe HA  3aKOHOYCTAHOBEHHTE CPOKOBEe 32 M3BLPIIBAHE HAa 3agBeHATa
AAMHHHCTPATHBHA YCJIyra.

IIpoyuBarero moxasa, 4Ye BCHYKH aHKETHpaHH ca OTIOBOPHJIH, Y€ ca MOXy4HIIN
3aABCHATA OT TAX aIMMHHCTPATHBHA YCJIyra IIPH Clia3BaHe Ha 3aKOHOYCTAHOBEHHTE CPOKOBE,

[l KoHKpeTHH mnpemopbKH  oOT norpeburesuTe 3a  moxodpsiBaHe Ha
AIMUHHCTPATHBHOTO 0OciyxkBane B PYO-Pasrpan.

HsMa otnpaBenn npenopbkn oT aHkeTHpaHuTe MOTPEOHTEIN, HO Ca H3JNOKESHH
KOHKDETHH MHEHHS:

e Bcuuko e orimmuyno.*;

e JlocTaThuHo.“;

® .Mosra pabora ¢ PYO mporeue MHOro miasHo. [Tomyanx noxymeHTHTE CH
€KCIIeTMTHBHO KU 00CITy:KBaHETO Oerme BHUMATEHO. ]

* ..braronaps Ha BCHUKHTE CITyXKHTENH, JOBOJIHA CHM OT u3BBpIICHaTa pabora.*
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1.2.2. [IpoBeikaane HA KOHCYJTAIHH ChC CJIYKHTEJIHTE

KoHcynTanuuTe che CIy)KUTENATE KaTO METOJ 3a MOoydaBaHe Ha HedopMmanHa oOpaTHa
Bph3ka OT morpeOutenure mnpe3 2021 1. mokasBa, dYe dacT OT mNOTpedUTEnHTe HA
aJIMHHMCTPATHBHM YCIIYIH IIPEAIIOYHTAT MOJlyyaBaHe Ha HH(OpMalKs B TeJIe()OHHH Pa3rOBOPH,
eNeKTPOHHA IOmAa — OCOOEHO yHoOHa 3a JKHBeelMTe B UyXOMHA, KakTo M MH(Opmauus Ha
MSICTO.

Cly»KHTeMTe CIONEIAT, e B MOBEYETO cilydail motpeduTenure Orarogapar 3a mbjiHaTa
uH(opMalms, IpefocTaBeHa UM 1o Tenedona. Pesynrarure OT NPOYyYBAHETO TOKA3BaT, He B
paMKHTe KOMIIETEHTHOCTHTE MM MOTPeOHTENIHTE ITONydyaBaT HEoOXOJuMara UM HH(OpMALHs,

npeaocTaBeHa 1o JOCTbIIEH HAYHH.

1.2.3. AHa/1M3 HA CHTHAJIH, NPEIOKeHUA H KaI0H

I[Ipes mepuoma 01.01.2021 r. — 31.12.2021 r. 8 PYO — Pasrpaj HsMa THOCTBHIHIH
CHTHAJIH, TIPEUIOKEHHS MK XKAIOH BBB BPB3Ka € aJIMUHUCTPATHBHOTO OOCITy)KBaHE.

Jlumncara UM € IOKa3aTes 3a KauecTBOTO HAa aJIMHHHUCTPAaTHBHOTO obciyxksane B PYO -

Pasrpan.

2. YnpapjeHne Ha yAOBJIETBOPEHOCTTA HA noTpeduTenTe npes 2021 r.

B PYO -Pasrpag ca chb3JaJieHH YCIOBHS 3a €(QEKTHBHOCT IpH IPEIOCTaBAHETO Ha
aIMHHHACTPATHBHOTO 00CITyKBaHe, OTrOBapsIIO Ha CTAHJAPTHTE 32 Ka4eCTRBO.

CiyxuTrenare ca JoOpoHaMepeHH U IPOSIBABAT OTTOBOPHO OTHOIIEHHE KbM BBIIPOCHTE U
npo0JieMHUTe Ha IOTpeOUTEeTHTE.

[Ipomeca 10 TpPeAOCTaRsiHe HA aIMHHHCTPATHBHH YCJIYIM BOJM IO OCBHIICCTBSBAHE Ha

OGCJ'I}’)KBE{HC, C’BOGpa3€H0 C HHTEPECHUTE U OYaKBaHUATA Ha norpe6menme.

3. C pes NMOBHIIABAHE HA KAYeCTBOTO HA A/IMHHMCTPATHBHOTO 00CTyKBaHE B
PYO-Pasrpan ca npeinpHeTH cJIeAHUTE J0NbIHHTEIHH MEPKH:

- Ha 26.01.2022 r. B u3nbIHEHHE HA AeWHOCTATE N0 HanumoHaIHUS ollepaTHBEH IUIaH 3a
crupapsane ¢ nangemusata COVID 19, omobpen ot Munncrepcku ceBet, §1 or Ilpexoxnure u
3aKIIOUMTEHM pasnopeadu oT BeTpelmHuTe npaBuia 3a OpraHu3alys Ha aJMHHHCTPATHBHOTO
obcnyxsane B PYO — Pasrpan u Bame nmucmo ¢ u3x. Ne 91-00-001/19.01.2022 r. cnyxurennre
o ciy)kebHO W TPYJOBO mpaBooTHomeHHe Ha OO0 chOpaHue OTHOBO ca 3allO3HATH CpelLy

MMOAIHC C PasnUCaHUTE U3HCKBAHUA H 3abJDKHTEIHH CTaHJapTH 3a Ka4eCTBO BLHB B’LTpeH_IHI/ITe
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lpaBuya 3a OpraHu3allisd Ha aJMUHHCTPATHBHOTO OOCIYXKBaHe B PYO-Pasrpan, Xaprara ma
KJIMCHTA, KOATO € HepaszaenHa 4act KeM [Iparunara u Konekca 3a noeenenue Ha CIIY)KUTEITUTE
Ha PYO-Pasrpap.

- Unopmanns 3a aamunucTpaTHBHHTE ycnyru, npenoctaBsHu or PYO-Pasrpan, e
nyonukysana B MMCJIA, Ha uHTepHeT cTpaHMIaTa Ha aJIMHHHCTpAIIHATA U HA HHOOPMAIIHOHHH
Tabna B crpagata. OCBeH Te3H HAYMHM 3a HH(POPMHpaHe Ha MOTPeOUTENHTE JONBIHUTEIHO B
crpajara € NMoCTaBeH BUACOMMCILIEH, Ype3 KOHTO ChINO MOAPOGHO Ce 1aBAT YKA3aHMS 33 BCSKA
IPENOCTaBsAHA A/[MHHHCTPATHBHA YCIIyra.

- Ilpen BBHIUHMSA BXOJ Ha aJMHHHCTpALHITA € H3rpajieHa paMila 3a YJIeCHABaHE Ha
AOCTBIIA HA XOpa C YBPEKIAHUS UPE3 OCHIYPEHH CPENCTBA OT MHBECTHIMOHHA rporpama Ha
MunucTepeTBO Ha 06pa3OBaHUETO U HaykaTa 3a 2021 roguna.

Tporeca no npenocrassiHeTo Ha aAMHHHCTpaTHBHY YCIYTH HEIPEKBCHATO Ce ajanTupa
pe€3 BBBCHIAHETO U IIPHIAraHETO HA KOHKPETHH MEPKM OT CTpaHa Ha PYO-Pasrpan ¢ nen
TOBHIIABAHE KAYCCTBOTO HA a/[MUHUCTPATHBHOTO OOCIY)KBAaHE, KOETO BOH [0 OCHINCCTBIBAHE

Ha 0bciyxkBaHe, choOpaseHo ¢ HHTEPECHTE W OUYAKBAHHUATA HA OTpeOUTEHTE.

BAPHO G BAETPIHHO |
| NOANUCAA SOKYMEHT |
i (t: AR—
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