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CEKPETAP HA OBIUHHA ILIOB/B
NATA: 27 O3. 2048 2.

TOKJAJ

OmuocHno: YoosnemeopeHocmma ' Ha nompebumenume HA GQOMUHUCMPAMUGHU YCIYeU 6
O6wuna [Iosous npez 2021 200una

HacTrosmusar J0K/Iaj € U3roTBEH B U3IIbJIHEHHE HAa HOpMAaTUBHATA pasznopenda Ha 4wi.24, ain.8
or Hapenbara 3a agmunncrpatusroto obcmyxsane /HAQO/. Llenra Ha noknaga € aa ce 00001M
undopMalusTa OTHOCHO MHEHHETO Ha IOTpeOHMTENNTe Ha aIMHHHUCTPATHBHH yciyrn B O6muna
[TmoBHME ¥ Ja ce oNpeAenu TIXHaTa IMpecTaBa 3a KaueCTBOTO Ha M3BbPLIBAHOTO aJIMHUHUCTPATHBHO
00CTy)KBAHE U YJOBJIIETBOPEHOCTTa UM OT IpefocTaBsHuTe yciayru. Ha 6a3a moyuenuTe pesynratiu
¥ HaNpaBeHHTE W3BOAM Ce[Ba Ja ce (OopMyIHpar MPEnopbKu 3a MogoOpsBaHe KavecTBOTO Ha
00cCITyXBaHETO.

' [Ipe3 nmepuoga 01.01.2021 r. — 31.12.2021 r. 3a peanusupaHe Ha IOCTaBCHaTa Iel ca
U3TON3BANY CJICIHHTE 3aIB/DKUTEHI METOIM 3a o0paTHa Bph3Ka, IIOCOYCHN B Wi.24, an.2 u an.3 or
HAO:

. U3BBpIIBaHE Ha aHKETHU IIPOYYBaHUS;

. IPOBEXK/TAHE HA KOHCYJITAIUU CHC CILYKUTEIIUTE;

. I3BBPIIBaHE HA HAOJFOIEHUS 110 METO/1a ""TaeH KIIUEHT";

. QHaJIM3 Ha CUTHAJIH, TIPEJIOKEHUSI, XKaJlOU U IIOXBAJIH;

. aHAJIM3 HAa MEMHHM Iy OIMKaInH.

[ T SRS I NS S

1. UzpbpmBaHe HA AHKETHH NPOYYBAHUA.

O6myna ITnoBauB € ocurypuiia BB3MOXHOCT 3a HM3pa3sBaHE HA MHEHHS, KOMCHTapH M
NpenopbKH  4pe3  IONbjBaHe ~HAa  AHKeTHA Kapra 3a  oOpaTHa  Bpb3Ka,  KOATO
UENOrOJMIIHO € Ha pa3NojioKeHHe Ha MOTpeOuTenuTe. AHKeTHara Kapra MoOXe na Obje
nojaBaHa  HA  XapTHEH  HOCHTEA WM 1O  enekTpoHeH  mbpT.  Dopmymaper €
JIOCTBIIEH Ha MACTO B CrpaiuTe Ha OOINMHCKATa aIMHHHCTpanus Ha agpec: Ml ,,Credan
Cram6onos* Nel, . , Ilentpanen Nel u crpanata Ha TUpeKIms ,,MeCTHU JaHBIM U TAKCH ', KAKTO
¥ Ha caiita Ha oOmmHA [lmoBauB. Ilpu HeylOBIETBOPEHOCT HAa AHKETHPAHUTEC C€ aHAIW3UPAT,
OTrOBOPHTE, 3a Jia ce HACHTH(UIMPAT NPHYMHUTE M TOJOOPH KayeCTBOTO HA MHPEIOCTaBIHE Ha
VCIYTHUTE.

3a 2021 r. e OTHOCUTEIIHO MaJlbK 6p0${T HA TONBJIHCHUTE aHKETHH KapTH, KOETO HE MOXe Ja
Najie 3aba60UeHa | IbIHa HHOpMAIUs 3a H3CleIBaHe, 3aT0BA U3BBPIICHOTO MPOy4YBaHe 00XBalla
HSUTOCTHOTO MpPEJICTaBsiHe Ha YCIYrH W JEWHOCTH NpU aJIMHHUCTPATUBHOTO oOciyxBaHe. B rtasu
Bpb3ka uudopmupam, ue 3a 2021 romuua oOmwHa [MOBIWMB € MpenocTaBHiIa HA TPAXIAHHTE H
6usHeca oomo 54 055 Op. aIMMHHCTPATHBHM YCIYTH, Karo Bce MoBede MOTpeOuTenu m3dupar jxa
M3110JI3BaT eJeKTpOHHATA (popMa Ha 10/1aBaHe Ha 3asBIICHUS.



3a oT4eTHHS IEPUOL HE ce€ KOHCTATHpa 3a0aBsHe / W34aKBaHe OT CTPaHa Ha MOTPEOHTEINTE IIPU
obcmyxBaHeTo uM. HenpexbcHatust pexum Ha padora or 08.30.u. mo 17,15 u. B Ilenrnpa 3a
ajMuUHKCTpaTHBHO 00cityxkBaHe /IIAO/ ce oka3pa 100pa MpakTHKa U ce 0A00PsIBa OT rPaXTAHUTE.

2. llpoBe:xaaHe HA KOHCYJITAIMH ChC CIYKHTEIUTE.

Tosu merox 3a obparHa Bpb3Kka € OT H3KIIOYHTENIHO 3HAYCHHE, ThH KaTO CE H3MOJI3BAT
BB3IPHATUATA HA  CIYXKMTEIMTE, KOUTO €XEJAHEBHO KOHTAKTyBaT C MOTPeOUTENUTEe Ha
anMUHECTpaTuBHE yeryrd. [Ipes 2021 T. perylIspHO ca NPOBEKJAHH CPEINH ChC CIYKHTEIUTE OT
HAO, Ba xouTOo ca OOCHXKIAHH BIICUATICHHATA WM OT TOJYYEHHTE B MPEKH KOHTAKTH C
noTpeduTeNnuTe CHBETH, MHEHHS B Ipenopbku. OT 00CHKIaHUITA HA TPOBEKIAHATE CPEIH MOKE
Jla c¢ HaIpaBh M3BOJ, 4e B oOmMHA [T10BAMB ce mpuiaraT u cra3Bar BBBEJACHUTE 3abIDKHTCIIHUA B
MPENOPHUMTENHN CTAHIAPTH 32 KAYECTBO.

3. U3BbppmBane HA HAOJIIOEHHS 10 METOAA ''TaeH KJIHeHT" .

MetoasT ,,TacH KJIMEHT™ Mpe/ICcTaBiIsiBa HAOJIOICHUC Ha MOBEICHHETO Ha CIIY)KATCIUTE U Ha
HAYWHNUTE, 110 KOUTO (PYHKUMOHUpAT MPOIECUTE TPH KOHTAKT ¢ rpaxpanure. Ilenra e ma ce
YCTAHOBH JIO KakBa CTENEH Ce€ CIa3BaTl OpPraHu3allMOHHUTE CTAHIAPTH W HW3UCKBAHHUATA Ha
3aKOHOJATEJCTBOTO M JIOKOJIKO €a YChBBPIICHCTBAIM PAOOTHUTE MPOIECH OT TJieJHA TOYKa Ha
imedTa. Habmonarenst He ce uiaeHTHUIUPA, a TIpU HAOIIOJCHUETO CE SBIBA B KAUECTBOTO CH HA

NOTpeOuTEN HA JaJCHU NpeJocTaBsiHu yciuyrd. 3a 2021 r. He ca KOHCTaTHPaHW HEU3MBIHEHUS WIH
IPOMYCKH.

4. AHaJIM3 HA CUTHAJIM, NPEIJI0KEHUs], JKAJI0OH H IOXBAJIH.

MeTobT ce mpumara 3a MOCTHIMIH CHIHAIHM, IPEIOKEHHS H JKAIOM BB Bpb3Ka C
aJIMUHHCTPATHBHOTO o0cimyxkBane. IIpes 2021 r. ca moctsimnm 11 currana mo rmasa ocMa ot AITK,
KaTo B 3aBUCHMMOCT OT CBIIHOCTTA UM, KOMHCHSATA € B3ejia PEIICHUE 3a 3BHPIIBAHE Ha MPOBEPKA OT
aIIMUHMCTPAIMATA WM IIPEHACOYBAHE KbM KOHKPETEH KOMIETEHTEH aAMUHUCTPATHBEH OPraH.

5. AHa/m3 HA MeTUITHH My 0JIMKATHH.

IIpe3 2021 r. e ochlmecTBSIBaH IMOCTOSHEH MOHUTOPHHI Ha MEIUHHHUTE MyOJIMKaIuu B
MECTHY U HALIMOHAJIHM II€YATHH W3/1aHMs, KaTo He ca YCTAaHOBEHH JIAHHW 332 HETATHBHH TaKMBA.

AHau3dnpaHe HA Pe3yJITATHTE OT NMPOYYBAHUSATA.

Hpes 2021 r. O6mmua IlnoBauB MpoABIDKHA JIa HMOIABPXKA JUAIOT ¢ IMOTPEOUTEIUTE C el
oueHsiBaHe e(eKTa OT NPIIIOKEHUTE MEPKH 3a MOM00psSBaHe U YCHhBLPIUICHCTBaHE HA 0OCITYy)XBaHETO
Ha porpebutenute. [Ipu mprmarane Ha MeToauTe 3a OOpaTHa BpPH3KA CE Cla3BaT H3UCKBAHHATA,
npeapuneny B Hapenbata 3a aqMUHUCTPATUBHOTO OOCTyXBaHe M METOHOJIOTHATA 32 U3MEpPBAHE U
YIIPABICHUE HA YIOBIETBOPEHOCTTA HA MOTPEOUTENIHTE.

IlpenBu 1uHaMUKaTa W Bh3HHMKHAJIATA eMUICMHYHA 00CTaHOBKA, cBbp3ana ¢ COVID-19, ce
HAJIOKK B aJMHHHCTPAlMATa J1a C€ U3BBPINAT YaCTHYHU IIPOMEHHU, CHOTBETCTBAIIN HA BHBEJICHHUTE
UPOTHBOEHHUIEMUYHN MEpPKU OT 3IpaBHUTE BJIACTH Ha crpaHarta. M3rpageHu ca QuITpOBBHYHH
IIyHKTOBE 3a M3BBPINBAHE Ha Je3MH(EKIUS Ha OOYBKM U PBLE, KaKTO W M3MEpBaHE Ha TelleCcHATa
TeMIlepaTypa OT CTpaHa Ha moTpeburenute. IlocTaBeHM ca 3alMTHH TIpErpajd Ha TUIIETATa 3a
U3BBPIIBAHE HA AJAMHUHUCTPATUBHHU YCIYTH C II€J . OMa3BaHE 3JpaBETO Ha TpPaXIaHUTE W
CITYKUTEITUTE.



- AIMUHUCTpalMsTa peanu3upa Jo0pa IpaKTHKa Ipe3 OTUETHHS MEepHO, 2 IMEHHO H3/TbUBaHE HA
MHUBO M BHACO 3acHEeMaHe Ha cbOuTHA. IlyOnwdHOTO OTpa3siBaHe Ha pPa3IUYHH CHOMTHS JaBa
BB3MOXHOCT Ha [10BEYE JKUTEIN Ha I'paja Ja Ce OCBEIOMSIBAT 3a Hal-BaXKHUTE PEUICHUS U JCHHOCTH
Ha obimna [11oBauB, KaTo IO TO3K HAYUH Ce CIECTSIBa BPEME U TPAHCIIOPTHH Pa3XOJIH.

BoBenena e u miarpopma ,,eGov box™ 3a oHJIaliH BUI€O0 3aceMaHus 3a CirykurenuTe Ha O6muHa
ITroBuB, KaTO MMa BB3MOXKHOCT J1a C€ BKJIIOYBAT M BHHIINHHE JIAIA [TPU HEOOXOAUMOCT.

I/I3BOII 0T H3MepPeHaTa CTeNEeH Ha YIOBJACTBOPCHOCTTA.

Pesynratute OT TpOBeNEHOTO MpOyYBaHe TIOKA3BaT, uYe TIpaXKJAHHTE JaBar BUCOKA
OLICHKA 33 IUIOCTHATa JEHHOCT Ha ajMUHHMCTpanusara Ha OOmmua I[LnoBauB, 3a KavecTBOTO Ha
0bciyxBaHeTo, e(EeKTUBHOCTTa B OpraHu3amusaTa W pabOTHUTE MPOIECH, KaKTo H 32
paboTtara Ha CITY>KUTEITUTE.

lipensokennss W NPHOPUTETH 3a TOAOOpSIBAaHE AJAMHHUCTPATHBHOTO O0CIy’XBane B
O6muna I[liosaus mpe3 2022 r.:

- J1a C€ HAaCOYM BHMMAHUETO Ha NOTPEOUTENNTE KbM aHKETHHTE KapTH, C IeJI MOOMIPSBAHE HA
WHTEpPECca UM 3a TSIXHOTO MOIThJIBAHE;

- Jla He Ce€ HW3MCKBAa OT 3asiBUTEIMTE Ja MpPeJoCcTaBIT HH(OpManus, AOKa3aTelCTBA WU
JNOKYMEHTH, 3a KOMTO Ca HAJIULE JaHHU, ChOUpaHW WM Ch3JAaBaHU OT AAMHUHHUCTpAIMSITA, KATO
aJMUHHCTPATOP HA JAHHH, HE3aBHCUMO JAJIA TE3W JAHHM C€ TIOAABPXKAT B €JIEKTPOHHA (opMa UiIH
Ha XapTHEeH HOCHUTEIT, ; ‘ ~

- Jla ce oueHH eQEKTUBHOCTTA Ha KaHAJHUTE 3a MpeJOoCTaBsHE HA WHPOpPMALUS KbM
HOTpeOHTEIUTEe HAa YCIYTH - KOM KaHAIM ca Hal-uecTo HM3IOJ3BaHH, KakBa HMH(OpMaIMs € Haii-
[I0JIe3HA 32 TPAKIAHHTE,

- Jla ce MpefocTaBs MO-TroJsiM Opoil KayecTBEHHW, €()EKTUBHM U JICCHOIOCTHITHU CJICKTPOHHU
aIMHHUCTPATHBHHU YCIIYTH 3a IpaXKIaHUTe U Ou3Heca,

- Jia Ce OpraHusupar oOy4eHMs Ha BCHYKH CIY>KHTEIM OCBUIECTBABAIIU aJIMHHUCTPATHBHO
obciyxBaHe Ha rpaxaaaute B O0muHa [1noBauB ¢ 1ei mogoOpsiBane KOMYHHKAIMATA ¢ KIIHEHTHTE
HA aIMUHUCTPATHBHY YCITyTH;

C ornen cmnasBaHe Ha LMTHpaHaTa pasnopenda, mpeyiaraM HACTOSIIUAT JOKIaA na Obie
IyOIuWKyBaH HA UHTEpHeT cTpanuiiara Ha O0mwmHa IoBaus.

C yBaxeHue,

Hpeanna KaaraiioBa
[nasen excnepm JIHJ[O



