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PEITIYBJIUKA BBJII'APUSI
MuHucrepcTBO Ha 00pa30BaHUETO U HayKaTa
Pernonajino ynpasJieHHe Ha o0pa3oBanuero — Pasrpan
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IT'OAMUIIEH JOKJIA X
3A
OIEHKA HA YIOBJIETBOPEHOCTTA HA ITIOTPEBUTEJIMTE OT
AIMHUHUCTPATUBHOTO OBCJIYKBAHE
B PYO - PA3I'PAJI 3A 2023 roa.

[IpoyuBaHeTo Ha yIOBIETBOPEHOCTTa Ha NMOTPEOUTEINTE HA aJMUHHCTPATHBHH YCIYTH
Ha PernmonamHo ynpasineHue Ha oOpa3oBaHueTo — Pasrpan ce npoBexJa B M3IBIHEHHE Ha
Hapenbara 3a agiMHHHCTPAaTUBHOTO OOCIy»BaHe H BbTpemHuTe npaBuia 3a OpraHu3alus Ha

aJIMHHHCTPATHBHOTO 00cmykBane B PYO — Pasrpan.

1. M3mepBaHe HA YA0B/JIETBOPEHOCTTAa HA MOTpedHTEIHTE

[Tpe3 2023 r. B u3neiaHeHue Ha 4wi24, an.8 or Hapenbara 3a agMUHHCTPaTHBHOTO
oOcity’KBaHe € U3rOTBEH I'OJUIICH 0K/ 3a OIEHKa Ha YIOBJIETBOPEHOCTTA HAa MOTpedUuTenuTe
3a Impeaxo/iHaTa KajleHaapHa roguaa. ChIIusaT € myOauKyBaH Ha MHTEPHET cTpanuuara Ha PYO-
Pasrpan.

1.1. Meroau 3a odopaTHa Bpb3ka B PYO — Pasrpaj, u3no/i3BaHu 3a H3BbPHIBAHE HA
OlIEHKA 32 Y/10BJIETBOPEHOCTTA HA MOTPeOHTEIHTE
PYO — Pasrpan ocsimectBsiBa oOpaTHa Bpb3Ka C NOTPEOUTENUTE, 32 YCHBBPIICHCTBAHE Ha
NPEOCTaBIHUTE aJMUHHCTPAaTHBHU YCIYTH, KaTo cbOupa uH(pOpManus dpe3 NpuiiaraHe Ha
CJICTHUTE METOJIH:

] U3BBpIIBAHE HA AHKETHH NIPOYYBaHUS;
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[l npoBex/iaHe Ha KOHCYJITALUH ChC CIIY)KUTEIHUTE;

[J u3BBpLIBaAHE HAa HAOMOIEHHUS 110 METOAA "TaeH KIIMEHT";

(] aHayIM3 Ha CUTHAIH, IPEJIOKEHHS, KaIO! M TOXBAJIH;

[l aHQJIM3 HA MEOUWHY ITyOIHKAIIMH.

OnucanuTe METOOM ca ONpeeNieHH BBB BBIpellHH mnpaBWia 3a OpraHuM3alis Ha
aIMUHUCTPATHBHOTO 00cmyxBane Ha PYO- Pasrpan. 3a npunaranero Ha MetoauTe 3a o6paTHa
BPb3Ka M HAYMHWUTE 3a TAXHOTO HM3MOJ3BaHe M npuiaraHe PYO — Pasrpan ce pbKoOBOAM OT
Merononorusta no un. 25 ot Hapenba 3a anMHHHCTPaTHBHOTO OGCIIy:KBAaHE Ype3 MpUIaraHe Ha
BBTPEILIHA MPOLEeIypa.

1.2. Anain3 Ha noJy4yeHaTa HH(popManus oT 06paTHATA BPH3KA M Pe3yITATHTE OT
H3MEPBAHETO HA YAOBJETBOPEHOCTTA HA MOTPeOMTEIMTe HA AIMHHHCTPATHBHM YCJIYyTH,
npenocrasenn ot PYO — Pasrpaj 3a nepuoaa 01.01.2023 r. — 31.12.2023 r.

1.2.1. TIpoBexaaHe Ha AHKETHO NPOYYBaHE

B nepuwoma 01.01.2023 r. — 31.12.2023 r. e npoBeNEHO aHKETHO MPOYyYBAHE,
TIOCPEJICTBOM aHKETHa KapTa 1o obpasenl OT NOTpeOUTENMTe MpPH IOCELIEHHE HAa MSICTO B
IleaTbpa 3a agMHHUCTpAaTHBHO oOcioyxBaHe Ha PYO-Pasrpam. AmuketwTe ca IIMPOKO
pasno3HaBaeMHU Cpe]l MOTPeOHTENHTe, KaTo Te ca OTBOPEHH 3a JaBaHETO Ha oOpaTHa Bpb3Ka M
CKJIOHHH Jla OTroBapsT Ha BbIpocu. OopMenn ca aTpakTHBHO, HE OTHEMAT MHOIO BpPEME H ca
JIECHH 3a TONbJIBaHe. AHKETaTa € JO0CTBIIHA 332 BCEKH, HE3aBUCHMO JajlM € 3asBUTE] Ha yCiayra
HIIH HE.

BbB Bpb3Ka C IPOBEKIAHUTE MPOYYBAHUS 3a YJIOBICTBOPEHOCTTA Ha MOTPEOUTEINTE HA
aJIMUHHCTPAaTUBHH YCIyr'M IpujaraHata aHKeTHa KapTa € aJanTHpaHa KbM (YHKIHHTE H
JeHHOCTTa Ha TEPUTOPHAIHATA aMHHUCTpALHS, H3IOI3BAHUAT HHCTPYMEHTAPHYM OT BBIIPOCH
€ ONTHMH3HPaH.

B nepuona sinyapu — aexemBpu 2023 r. ca nombiaHeHH o0mo 10 anketHu kaptu. Tosu
Opo#t choTBeTCTBa Ha 7,3% OT MOCTHIIMIATE 3asBJICHUS 3a M3BBPLIBAHE HA aIMUHHCTPATHBHU
yeayrd B PYO - Pasrpaj.

Pe3yaraTure 0T aHKETHOTO NPOYy4YBaHe

U IHos3BaHe Ha ycJyrure Ha agMHHHcTpanuaTa Ha PYO-Pasrpan npeau moassane
HA HACTOSINATA yCJIyra:

Cenem oT aHKeTHpaHHUTE [IOCOYBAT, Ye Ca MOJI3BAJIM, a 3-Ma OT TAX, Y€ HE C€ IOJI3BAIIU

YCJIYTUTE Ha aIMHUHUCTpAIUATA.
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0 Jocrem o  uHpopmanusiTa, HHTepecyBama  OOTpeOHTEJHMTE  Ha
aIMHHHUCTPATHBHA YCJIyra

100% oT mombIHUIMTE aHKeTara MOCOYBAT, Y€ JIECHO Ca OTKPMIIM HEeOoOXOAMMAaTa MM
uH(opManus 3a yciayrara, OT KOSTO Ce HHTEpeCyBar.

[ M3ToYHHIM 32 NOJIyYaBaHe HA NMbPBOHA4Ya/jHa HHGOpMANHS 32 H3BLPIIBAHUTE
ot PYO-Pasrpan agsMHHHCTPATHBHH YCIYTH

JlBama OT aHKETHpaHMUTE II0COYBAT, Y€ ca MONy4YwsIn HHpOpMalus Mo TelehoHEH
pasroBOp ChC CIIY)KHTEN OT aJMUHHCTpalMaATa, ABaMa oT VHTepHeT — crpanunara Ha PYO -
Pasrpaj, mectuma OT aHKETUpaHUTE — OT POAHHUHH, TPHSTENH, MO3HATH, OT HOPMATHBHH
JIOKYMEHTH — €[IHH, OT HHQOPMaMOHHOTO Tabao B PYO-Pasrpay — HaMa MocoYeH! OTIOBOPH.

B /1Be aHKeTHH KapTH € MapKHpaH IoBeYe OT €AWH OTTOBOP.

[ mpeanoYMTaHH H3TOYHHIH 32 NpeJocTaBsiHe HA HHGOPMALMS OT NMOTPEOUTEIHTE
HA AIMHHHCTPATHBHHU YCJIYTH

Wnreprer crpanunara Ha PYO karo u3TOYHHK € mocoueHa oT cefeM auna. Ilonyuasane
Ha MHOpOpMalHs IO €JEeKTPOHHA Mola ca IMOCOYMIM JBaMa. J[BaMa ca mIpeamoden Karo
U3TOYHHUK Ha MH(pOpManus TeneOHHUTE pa3roBOpH, a eiH — HHpOpManHOHHOTO Tabio B PYO-
Pasrpan.

Yerrpuma OT aHKETHpPAHUTE ca IOCOYMIIM MOBEYE OT €IMH U3TOUYHHK Ha HHPOpMAIIUS.

[1 O6ma nadopmanus 3a NOTPeOUTEIUTE HA AAMHHHCTPATHBHH YCIyTH

Pesynrarure oT aHKeTHOTO MpOy4YBaHE MOKa3Bar, 4e: 8§ OT aHKETHpPAHHUTE Ca MBKE, 2
KEHHU.

Tpuma ot morpeOurenuTe Ha AIMUHUCTPATHBHU YCIOYrH ca JO 25 TOJUHM; NET OT
notpeduTeNUTE ca Ha Bb3pacT Mexay 25 u 40 roguHH, a OCTAaHAJIKTE JIBaMa ca Ha BB3pacT — OT
41 no 55 rogunu. Hama aHkeTHpaHd Ha Bb3pacT Haj 55 roauHd. OT MOMBIHEHUTE AHKETHUTE
KapTH cTaBa sicHO, 4e 60% OT aHKeTHpPAHUTE UMAT 3aBBPIICHO CpeaHo obpasoBauwue, a 40 % ca
¢ npunoburo BHcme oOpa3oBaHue. Mex1y aHKETHpaHWTE JMIAa HSIMa TaKWBa C HAYallHO
oOpa3oBaHHe U OCHOBHO 0Opa3oBaHue.

OcHOBHara 4acT OT 3asBUTEIMTE HA AOMHHHCTPATHBHH YCIYIH ca 3a€TH JIMIA —
paboTely 1 yJaiuu.

C ornen xapakrepa Ha npemtaranute or PYO — Pasrpan aiMUHHCTpaTUBHH YCIIYTH

pe3yTaTHTE OT MPOYYBAHETO OTTOBAPAT HAIIBIHO HA OYaKBaHHs MPOGUI Ha MOTPeOUTEIN.
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[J ¥Y1oB/1eTBOPEHOCT OT BpeMeTo 32 00C/Iy’KBaHe

AHaIU3BT Ha NOJy4eHara obpaTHa Bpb3Ka mokasea, e 100 % or ankeTHpanuTe ca Guim
JIOBOJIHHU OT paboTHOTO Bpeme Ha IlenTHpa 32 anmuanCcTpaTHBHO 06CTyxBane (L[AO).

Jloka3aTencTBO 32 HMBOTO HA aJMMHHMCTPATHBHOTO OGCIy)XBaHe ca M OTTOBOPHTE Ha
BBIIPOCa OT aHKeTara ,,Cria3Bar JIu ce 3aKOHOBUTE CPOKOBE 3a M3BBLPIIBAHE HA 3asBEeHATa OT Bac

aJMUHHUCTPATHBHA yCiIyra?®, Ha KOHTO JEBET OT AHKETHPAHUTE Ca JaIM OTroBOP ,,J1a“, a eIHH

OT TAX € ITOCOYHJI 32 OTTOBOp ,,HE ",

U Y0B/IeTBOPEHOCT OT MpeI0CTABeHATA HH(POPMANMSA 32 YCIYrHTE U A0CTHIA /10
TSX U OT OTHOINEHHETO Ha cayxuTeas/ciayxureanre B [IAO.

Beuuky aHKeTHpaHHM ca OTTOBOPWIIM, Y€ MH(OPMANMSTa OTHOCHO MPEIOCTABSHHTE OT
PYO-Pasrpan ycnyru, xosto ca momydmnd ot ciayxurens B I[AO e m3uepmarenHa, Karo
Heu3Jeprareina He ce 0TOea3Ba KaTo OTrOBOP OT aHKeTHpanute. Kato J0CTBIIHA ca MOCOYMITH
ZeBeT, pasdupaema — feBeT. B amKeTHTe MMa MapKMpaHH [OBe4e OT €IMH OTroBop. Hsama
OTTOBOP 3a HETaTUBHO OTHOIIIEHUE.

AHKETHPaHHUTE ¢a JJOBOJIHH OT OTHOIICHUETO Ha CIY)KUTEIHUTE, KaTo JEBET ¢a NOCOYMIIH,
9e € BeXJIUBO, & €/IMH OT TAX - BHUMAaTeNHO. HaMa 0TroBop 3a HEraTHBHO OTHOIICHHE.

[ M3cienBane Ha KOPYNIHOHHHUS PHCK

IIpy mpoBEIEHOTO AaHKETHO NPOYYBaHE Ha BBIIpoca ,,Kak Guxre pearupaiu, ako cTaHETe
CBHUJIETEJI HA KOPYIIIHOHHY JICHCTBUS MK )KEPTBA HA M0J00HO OTHOINEHHE?

[llecT OT aHKETHPAHKTE ca MOCOYMIIH, Ye Ie HHpopMHUpaT HavaiHuka Ha PYO-Pasrpan,
nBamMa — MuHHCTBEpa Ha 00pa3OBaHHETO M HAyKaTa, €IWH OT AHKETUPAHUTE HE € MOCOYMII
oT1roBop. Ha enHa oT HanpaBeHUTe aHKETH HAMa IIOCOYEH OTTOBOP.

O Jdoerbnm 10 agMuHHCTPaTHBHH yeayrd B PYO-Pasrpag no ormomenme Ha
cnasBaHe Ha 3aKOHOYCTAHOBEHHTE CPOKOBe 3a HM3BLpPIIBAHE HAa 3asBeHATa
aIMHHHCTPATHBHA YCJIyra.

OT NpOBEAECHOTO aHKETHO NpPOYYBAaHE CTaBa SCHO, Y€ JEBET OT AHKETHPAHUTE ca
OTTOBOPHJIH, Y€ Ca IOJyYHIIM 3asBEHaTa OT TAX aJMHHHCTPAaTHBHA YCIyra MpH CIa3BaHe Ha
3aKOHOYCTaHOBEHUTE CPOKOBE, €IMH € IIOCOYHII OTTOBOP ,,He .

[0 KoHKperHHM mpenopbKH OT MNOTpeduTeNMTE 32 NOJO0psBaHe Ha
a/IMHHHCTPATHBHOTO o0cayxBaHe B PYO-Pasrpan.

Hsma OTIIPABCHH IPEIIOPBKH OT AaHKETHPaHHTE norpeﬁmenﬂ, HO Ca H3JI0KCHH

KOHKPETHH MHCHHUA:
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e ,AIMHHHCTPaTUBHOTO OOCIyXBaHEe € OTJIMYHO. "
o . Chyxurenure ca BeXJIUBHU.

e ,3HaAHMATA CBHP3aHU CHC 3aABEHUTE YCIYIH € OTIHYHA.

1.2.2. IIpoBexaaHe HA KOHCYJITANHHU ChC CIYKHTETHTE

KoHcynTanuuTe ¢be CIyKUTEIUTE KaTO METO 3a I0JIy4aBaHe Ha HedopmaiHa oOpaTHa
Bpp3ka oT mnorpeburenure mnpe3 2023 r. moka3Ba, Y€ HacT OT MNOTpeOUTENUTE HA
aJIMUHHCTPATHBHHU YCIIYTH NIPEINOYHUTAT NOJy4aBaHe HAa HHPOpManus B TeleOHHU pa3roBOPH,
€JIEKTpOHHA Ioma — oco0eHo yno0Ha 3a JKMBeelmuTe B 4y)KOHMHA, KakTo U HH(OpMaius Ha
MSCTO.

CuyxuTenure CHoAesiT, 4e B IOBEYeTO Ciiy4al norpedburenure 6narogapsar 3a nuiHata
uHopMmanus, npegocTaBeHa uM mo tenedoHa. Pesynrature OT MpOYUBAaHETO I[OKa3Bar, ue B
paMKHTe KOMIIETEHTHOCTUTE UM MOTpeOUTeNnuTe moiydyaBaT HeoOXomumara uM uH(oOpmarus,

npeaocraBeHa 1o JOCThIICH HA4YHH.

1.2.3. AHa/IM3 Ha CHIHAJIH, IPEeIOKCHHS H K101

[Ipe3 mepuoma 01.01.2023 r. — 31.12.2023 r. B PYO — Pasrpag HAMa nOCTHIMIH
CHTHAJIH, IPE/UTOKESHUS WIIH JKalIOH BHB BPb3Ka ¢ aJMUHUCTPATUBHOTO 00CIyKBaHE.

Jluncara UM € moKasares 3a KadyecTBOTO Ha aJMHHUCTPATHBHOTO oOciyxBaHe B PYO -

Pasrpan.

2. YupasJ/ieHHe Ha YA0BJIeTBOPEHOCTTA Ha noTpeduTeuTe npes 2023 r.

[Tocturanero Ha IeMWTE 3a OLEHKAa Ha YAOBJIETBOPEHOCTTa Ha IOTpEOHMTENHTE OT
aJMHHHCTPATUBHOTO oOcmykBaHe npe3 2023 r. He U3UCKBA JAOIBIHUTEIIHM pecypcH. Takusa He
ce manupar u 3a 2024 r. B PYO-Pasrpan ca BeBe/ieHM M ce cna3BaT OOIMTE CTaHJIApTH 3a
Ka4eCTBO Ha a/IMHHHCTPATUBHOTO 0OCITyXKBaHe.

Hpoueca Mo MpEeaOoCTaBAHE HA aIMHHHCTPaTHBHH YCJIYTH BOJH J0 OCBINECTBABAaHE Ha

obciyskBaHe, ChOOPa3eHO ¢ HHTEPECHTE U OUYaKBaHHUATA Ha OTPEOUTEITUTE.
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3. C uen noBHmABaHe HA KAa4YeCTBOTO HA AAMHHHCTPATHBHOTO 00CJIyKBaHe B
PYO-Pasrpan ca npeanpHeTH cjeIHHTE NONbJIHHTETHH MEPKH:

- Ilpunara ce eXerogHo IUIAaHMpaHe Ha [POYYBAHETO W  H3MEPBAHETO HA
YJIOBJIETBOPEHOCTTA Ha MOTPEOUTENIUTE HA aZIMHHUCTPATHBHOTO 00CIIYKBAHE.

- Jlelicteus 3a cmasBaHe Ha pabOTHOTO BpeMe M HENpPEKBbCBAEM pexd Ha paboTa Ha
LlenTBHpa 3a aIMUHUCTPATHBHO 06CITy)KBaHE.

- Unpopmanus 3a aIMHHHMCTPATHBHHTE YCIYTH, TpenoctaBsud ot PYO-Pasrpan, e
nyonukysana B UMCJIA, Ha HHTEepHET CTpaHMIaTa HA 8 MUHHCTPALMATA U HA HH(YOPMAIHOHHH
Tabna B crpazara. OCBeH Te3H HaYMHH 3a WHOOPMHpAHE HA MOTPEOHTENUTE JOMBIHUTEIHO B
Crpajiata € IMOCTaBeH BUIEOJUCIIIEH, upe3 KOUTO ChINO MOAPOOHO ce JaBaT yKa3aHWs 3a BCSKA
IpeloCTaBsiHa aJMUHUCTPATUBHA yCIIyTa.

[Iponeca mo mpenocTaBAHETO Ha aAMUHUCTPATHBHH YCIYTH HEMPEKBCHATO Ce ajanTupa
4pe3 BBBEXKIAHETO M IPHIIAraHeTO Ha KOHKPETHM Mepku oT ctpaHa Ha PYO-Pasrpan ¢ uen
MOBUIIIABAHE KAYECTBOTO HA a]MHHUCTPATUBHOTO 00CTy)KBaHE, KOETO BOJIHM JIO OCHILECTBIBAHE

Ha 00CIIyKBaHe, ChoOPa3eHO ¢ HHTEPECUTE U 0YaKBaHHSITA HA MTOTPEOUTEIHTE.
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