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IIOTPEBUTEJIUTE OT AAIMAHUCTPATHBHOTO OBCJIYKBAHE
B P3HU - BPAIIA
3a mepuoaa 01.01.2024 r. — 31.12.2024 r.

BBHBE/JEHUE

Pernonanta sapasna uncnekius (P31) - Bpaua nocrasst Kato eiuH 0T NPHOPHTETATE B paboTaTa
CH yJIOBJICTBOPEHOCTTA Ha (PU3MYECKHTE M IOPHIMYECKH JIHIA OT aIMAHHCTPATHBHOTO 0OCTyKBaHe.

JloxnanbT 3a OUEHKA HA YIOBNETBOPEHOCTTAa HA MOTPeGHTENHMTE OT AIMHHHMCTPATHBHOTO
obcmyxsane B P3U - Bpana npes 2024 r. e u3roTBeH U MyOIHKYBaH Ha HHTEPHET CTpaHHIlaTa Ha
HHCIEKIMATA B CbOTBETCTBHE C H3UCKBAHETO Ha W 24, an. 6, 7 u 8 or Hapen6ara 3a aIMHBHCTPATHBHOTO
obciyxsare (HAO), cbriacHO KOHTO BCsiKa TOMHA 10 | ampuil aIMHHHCTPALEHTE H3TOTBAT IOJIAIIEH
JIOK7Ia/ 32 OLIEHKA Ha Y/I0BJIETBOPEHOCTTA Ha IIOTPeOUTETHTE 3a IPEIXO0/JHATA KAlleHAapHa FOIMHa, KOHTO
ce IyOnMKyBa Ha WHTEPHET CTpaHHMIATa Ha CHOTBETHATA ajMHUHHCTpamus. J{OKIambT BKIIOYBA
HH(OPMALIAA 32 UATOCTHHSA IPOIEC 1O OPraHU3AINs, H3IbIHEHUE H OTYHTAHE Ha AEHHOCTHTE, CBHP3aHH
C moiyyaBaHe Ha OOpaTHa Bph3Ka M H3CNEIBaHe HA YJOBJETBOPEHOCTTA HA IIOTPeOHTEIHTE Ha
aIMHHHCTPAaTUBHM YCIIyTH, mpemoctaBsHu oT P3H — Bpama, npu cnassaHe Ha HM3HCKBaHHATA Ha
Meroznonorusra 3a u3mMepBase H yIpaBlieHHe Ha yAOBIETBOPEHOCTTA HA HOTPEOUTEHTE.

P3M - Bpana exerozso npoydsa yoBIeTBOPEHOCTTa Ha OTPeOUTETHTE HA AAMUHACTPATHBHH YCIYTH
OT NPEANaraHoTo aIMMHHCTPATHBHO oOCHyxBaHe B H3nbIHeHHe Ha HAO u BobTpemmnute npasuna 3a
OpraHM3anys Ha aAMHHUCTPAaTHBHOTO obciyxBane B P3U - Bpana.

Cornacno HAO, nmotpebuTten e BceKd TpakIaHHH MM OPTaHH3aLls, KOMTO 3asBIBAT W/HIHA
10713BaT aAMMHHCTPATHBHO OOCIyXBAaHE 4pe3 3asBICHHUS/HCKAHMA 3a H3[aBaHE HA HHIHBH/IYAIHH
aIMHHHCTPATHBHH aKTOBE 3a NPENOCTaBsHE HA aJMHHHCTPATHBHH YCIYTH, 3a H3BLPIIBAHE HA JIPYTH
aIMAHUCTPATHBHH JEHCTBHS IO MCKaHMS, YBEIOMIICHHS W JEKJIapalliy, KOMTO Ca NpeBHIEHH B
HODMAaTHBEH akKT, I10JIaBaT CHTHAlM, ITPEUIOKEHHS, JKaJOKM M IPOTECTH H/WIM KOHMTO OCHIIECTBIBAT
KOHTAKT (JIMYHO HJIM 1O IPYT HAYHH) II0 NOBOJ a8JMHHHCTPATHBHOTO 06CITYKBaHE.

B P31 — Bpaua e cb3/1a1eHa BE3MOXKHOCT 32 06paTHa BpB3Ka C IOTPEOHTENHTE, Upe3 H3IOI3BaHe
U MpWjlarane Ha METOIHM 3a 0OpaTHa BpB3Ka, ONpENeNeHH BB BrTpeninuTe npapuia 3a opranu3alusra
Ha aJIMUHHCTPATHBHOTO 00C/y)BaHe B HHCHeKIHATa. [lonyueHara unpopMalms oT o6paTHaTa BPb3Ka €
aHalM3HpaHa W OOCBHIEHA, W 3a€[HO C pPe3yNTaTHTe OT H3MEPBAHETO HA YIOBICTBOPEHOCTTA Ha
MOTPEOHTENUTE ¥ MPEINPHETHTE JEHCTBHA 3a NOAOOpSBAaHE HAa aJMHHMCTPATHBHOTO OOCIYXKBaHE €
OTpa3eHa B HACTOSIIMA JOKIIA.



IIpn ocpiuecTBsABakE Ha aIMHHICTPATHBHOTO 06CITyXBaHe, IOTPeOHTENHTE Ha 3 IMUHHCTPATHBHA
YCIYTH KOHTaKkTyBaT ¢ aaAMHHHCTpamuara Ha P3M - Bpama upe3 llenrspa 3a agMHHMCTpaTHBHO
obcmyxsare (LIAO). LTAO pasnonara ¢ Heo6xoumaTa HHGOPMAIIMOHHA ¥ KOMYHHKAHOHHA TEXHHKA 32
e(eKTHBHO 0OCIyXKBaHE Ha IOTPEOHTENHTE HA AIMUHMCTPATHBHHM YCIyrH. OCHIIECTBIBAHETO HA
aIMUHMCTPaTHBHO OOCIyXBaHe Ha TpaXJaHHTE H IIPEICTABUTEIMTE HA IOPHAMYECKHTE IHIA ce
M3BBpLIBA IpH paOoTHO BpeMe Ha LIAO ot 08:30 4. mo 17:00 4., kaTo CIyXHTETHTE OT LEHTHpa ce
3aMeCTBAT 10 BPEME Ha YCTAaHOBEHH peJl 3a ITOYMBKA, C IIEJ Jla Ce OCUTYPH HENPEKHCBAEM PEXKAM Ha
paboTa ¢ moTpeGHTENHNTE B PaMKHTE Ha pabOTHOTO BPEME.

Opranusanusara Ha aJMHHHECTPaTHBHOTO oOciyxsare B P3U — Bpana e ypenena ¢ Brrpemsu
NpaBuiIa M C€ OCBHINECTBSABA IIPH CIa3BaHe INPHMHIMIONTE 3a 3aKOHHOCT, OBbp3uHA, €()EKTHBHOCT,
KOOPJIMHHPAHOCT, IPO3PaYHOCT B PABEHCTBO.

Wupopmanus 3a BCHYKM aAMHHHCTPATHBHE YCITyTH, B T.4. HAYAHH U MECTa Ha 3asABsiBaHE Ha
YCIIYTHTE, CDOKOBE U TaKCH, KakTo ¥ GopMyIIsapH Moxe Aa Oblie norydeHa Ha mMsacto B LIAO, Ha uHTepHET
CTpaHHILlaTa Ha MHCIICKIMATA, [0 €JIEeKTPOHHA Iolla, Ha 00sBeHHTe TenedoHHH HOMepa. Msmomssanara
AIMUHHCTpaTHBHA HH(OpManuonHa cucteMa (AHC) 3a ynpasienue Ha JOKyMeHTO060pOTa TOTPHHACS
3a mo-gobpara opraHMsalMs Ha paborata M o0JNeKdYaBaHe Ha IIPOLECHTE O NPEIOCTaBSHE HA
amMAHHCTpaTHBHY ycyrd. Upes AVC ce u3sBbpIIBaT OBP3M U TOYHM CIPABKH 34 CTATYCA H JIBHXKEHHETO
Ha IPENHUCKHATE 110 3asBEHHUTE a/IMHHHCTPATHBHH YCIYrH. ENMH OT KIIOYOBHTE MOMEHTH 33 IIOCTUTAHE HA
BHCOKO KaQue€CTBO Ha aJAMHHHCTPATHBHOTO 00CIyxBaHe € H300pa Ha KaHaaM 3a NPENOCTaBsIHE Ha
uHpopManKs Ha notpebuTenute. [Ipenocrasstero Ha HHGOPMAITNS HAa NOTPEBHTEINTE CE OCHILECTBABA
4pe3 pasTHIHM KOMYHHUKAIIHOHHH KaHAIM 3a JIOCTBI — 10 TelnedOoH, [0 eIeKTPOHHA I10INA, HIIH Ha MACTO
B [[AO.

B P31 - Bpana ca BeBe/IeHH pa3ii4Hu KaHa/u 3a I0CThI B 06paTHa BPB3Ka, KaTo OTpeGHTenTe
Ceé BB3NON3BAT OT OOJEKYEHHTE YCIOBHA INPH MOJABaHE M TPH IIONTYYaBaHE Ha 3asBEHUTE
aIMUHHCTPATHBHH YCIYTH — Ype3 MOLIEHCKH HIIH KYPHEPCKH c1yx0u, enexkrponna noma, Cacremara 3a
CHrypHO enekTpoHHo BppuBaHe (CCEB), Cucremara 3a enexTpoHeH 00MeH Ha crobmenusra (CEOC),
IInarpopma 3a mocTbn o obmecTBena HHGoOpMaiys u Ap. Ha MHTEpHET CTpaHHNATA Ha HHCIEKIHATA, B
CeKIHsA ,,AIMHHUCTPaTHBHO 0OCTyXBaHe“, € mybnukyBaHa WH(GOpMAUHi C Lel YJlecHSBaHe Ha
MOTPeOUTENUTE — 38 U3BBPINBAHKUTE A[MHHUCTPATHBHY YCIIYTH OT HHCIIEKIMATA, YCIOBHATA H HAUHHHATE
3a TAXHOTO 3aiBABAHE, KAKTO H HOPMAaTHBHUTE aKTOBE, KOUTO PErIaAMEHTHPAT Ta3H JEHHOCT.

I'naBHata men e 4ype3 OTYMTAaHE M aHATH3UPAHE HA CTENEHTa Ha YAOBIETBOPEHOCITA HA
NOTpeOHTENHTE Aa CE TIOBUINM Ka4eCTBOTO Ha aIMHHHUCTPATHBHOTO 06CITyKBaHe, IpeaocTaBsHo oT P3U-
Bpana. B Tosu npomnec ce cmaspar msmckBauusta, npeapuaenn B HAO u mompoGHO ommcaHH B
paspabotenara coriacuo wi. 21, an. 1 or HAO, Xapra Ha ki1HeHTa, HocTaBeHa Ha BHIHO MsicTo B LIAO u
nyO/IMKyBaHA HA MHTEPHET CTPAHHIaTa Ha HHCreKimaTa. B XapTata Ha KilHeHTa ca BKIIOYEHH OOIIHTE U
COOCTBEHH CTAaHMAPTH 3a KAayeCTBO HAa aIMHHHCTPATHBHOTO obcmyxsane B P3VL. Xaprara momara Ha
noTpebuTenuTe 1a pasOupar M 3alIMTaBAT IpaBaTa CH, KAKTO M Ja H3UCKBAT MO-106p0 obCiTyxBate. B
HES Ca ONMCAHU H HAYHHHTE, [0 KOMTO OTPEOMTEINTE MOTAT [ MOCTHIIAT, AKO HE Ca YI0BJIETBOPEHH OT
00CITy)KBaHETO MM OpraHM3anMsTa Ha paboTaTa, KakTo M BB3MOXKHOCTHTE Ja NOJAJaT CHTHAN,
IIPEINIOKEHUE, IPOTECT HIIH Kajlba BbB BPB3Ka C aIMHHUCTPATHBHOTO 00CITYXBaHe.

OCHOBHH HEJIA, B OBJIACTTA HA
AIMUHUCTPATUBHOTO OBCJIIYXKXBAHE
L, Ha ce yizecHu nocTema Ha NOTpeCHTENHTE 4O IOIyYaBaHETO Ha MH(DOPMAIHA 3a BHJOBETE
AIMUHUCTPATHBHHM YCIYTH, 32 HEOOXOIMMUTE 3agBIICHHA IT0 0Opa3el ¥ periaMeHTHPAHUTE CPOKOBE H 3a
BB3MOXKHOCTTAa YCTHO [ia 3asiBAT aJAMHHHCTPAaTHBHA YCIyra, 4pe3 IONEBJIBAHE Ha IPOTOKOT 3@ YCTHO
3asiBsBaHeE.

2. Ha ce npenocrapu Ha 3aHHTEPECOBAHNTE JIHIA NPO(PECHOHATHA KOHCYITAUS 3@ 3a(bIKHTEHHAS
Habop OT JIOKYMEHTH, HEOOXOIMM 32 ChOTBETHATA aIMHUHUCTPATHBHA YCIIYTa.

3. Ha ce NOBHINM Ka9€CTBOTO HA KpaiHUS IPOLYKT HA BUIOBETE aIMHHUCTPATHRHY YCITyTH.

4. Jla ce orpaHnym 10 MMHEMYM BB3MOXKHOCTHTE 3a KOPYIIIHS, Upe3 NPEeCcHYaHe Ha NPEKHs KOHTAKT

MEXy 3asBHTEIIL Ha YCIIyraTa u CIIyXKHTEINS OT CIEIMaTH3HPaHOTO CTPYKTYPHO 3BEHO, paboTeN BEPXY
IIPEJOCTABIHETO Ha YCIIyrara.



5, Ha ce moBHIIH yHOBIETBOPEHOCTTA HA HOTPEGUTEIHTE OT J0OpOTO Ka4eCcTBO Ha YCIIYTHTE, KOETO
usrpaxnaa nosepue B P3U - Bpana xato uHCTHTYIHS.

IIPOYYBAHE HW  H3MEPBAHE HA VJIOBJETBOPEHOCTTA HA
IHOTPEBUTEJIUTE

IIpoyuBaneTo Ha yIOBIETBOPEHOCTTa HA NOTPEOHTENHTE 110 OTHEIHATE METOIH € IPOBENIEHO B
neprona 01.01.2024 r. — 31.12.2024 r. u e u3BBpImEHO Ha OcHOBaHKe . 24, an.5 ot HAO.

llpu wm3cnemBane, W3MepBaHe M ynpaBleHHE Ha YJIOBJIETBOPEHOCTTA HAa NOTPEOHMTETHTE OT
Ka49eCTBOTO HA aIMUHHUCTPATHBHOTO 00CIy>XBaHe B PernonanHa 3apaBna uacnekuus — Bpana ce crassar
M3uCKkBaHuATa, mnpeasuacHH B HAO wu Merononoruara 3a u3MepBaHe M yOpaBleHHe Ha
YAOBIIETBOPEHOCTTa Ha HoTpebuTenute, mpueta ¢ PMC Ne 246/10.04.2020 r. 3a omobpsBame Ha
PekoBonCTBO 3a paspaborBae Ha XapTa Ha  kimenta W MeTomonmorus 3a M3MEpBaHE Ha
YAOBIETBOPEHOCTTA Ha moTpebutenute (Metoaonorus).

3a H3MepBaHe YNOBIETBOPEHOCTTA HA MOTPEOUTENHTE Ca NPHIOKEHH METTE 3a/bIKHTEIHH
METO/IM 32 00paTHa Bpb3Ka, perjlaMeHTHpaHu B 4. 24, an1. 2 u 3 or HAQ, kakTo ciepa:

1 M3BBPIIBAHE HA AHKETHH IPOYYBAHUS;
2. IPOBEXJaHE Ha KOHCYITAlMH ChC CIIYKHTEIHTE;
3 H3BBpPUIBAHE HAa HAOMIOAEHHUS 110 METO/IA ,,TAEH KIHEHT";
4, AHAJIM3 Ha CUTHAIH, IIPEJUIONKEHHS, XKAIOH U MOXBAIIH;
5. aHa/IW3 Ha MEJUHHY MyOIIHKaIIHH.
M3non3any ca ¥ CleAHNTE NOTBIHHTEIHHA METOIH, IPEeIBUICHH B WiI. 24, an. 2 or HAO:
6. TenedoH 3a Bph3Ka ¢ IOTpeOUTeHTE;
e OCHTypsIBAaHE Ha IPHEMHO BPEMe 3a I'PaKIaHH M OPraHU3allHH.

IMeau Ha npoyuBanero

L. YcraHoBsiBaHe Ha OOIIECTBEHOTO MHEHHE OTHOCHO KAadecTBOTO Ha aIMHUHUCTPATHBHOTO
obcenyxpane B P3U — Bpana.

2. AHaIU3 Ha pe3yNTaTHTe, OllCHKA Ha (aKTOpHTE U MAEHTH(HIMpPAHE, 1 IpearpHeMaHe Ha MEPKH
3a 10/100psBaHe Ha aIMUHUCTPATHBHOTO OOCITYKBAHE.

3 OOckxaaHe ¥ nNpugaraHe HAa HANPAaBEHHTE [PELIONKEHHS  OT noTpeduTENUTE Ha
AJIMHHHUCTPATUBHH YCIIYTH, BKJIOYATETHO He)OPMATHHTE TAKHBA.

4. Ouenka Ha e)eKTHBHOCTTA Ha KAaHAIMTE 3a IPEJOCTABSHE Ha HH(POpMALIUS OT MOTPEOHUTEIHTE Ha

YCIIYTH — KOH KaHaJIHA ca Hal-4ecTo H3II0JI3BaHH, KaKBa I/IH(I)OpMaI_II/ISI € Hali-1one3Ha 3a IpaXXI1aHHUTeE.

Hacouenocr

IIpoyuBasero e HacoueHo KBM MH(OpMALHATA, MOJYYEHA OT MOTPEOUTEIMTE HA aIMHHUCTPaTHBHH
ycnyru B P3U-Bpana — ¢puanyecks v 10puIHYecKy IHIA, KOWTO ¢a IOMbIHUIH aHKETHA kaprta (B LlenTspa
33 aAMMHHCTPATHBHO 0OCITY:KBaHE), OJIaTK €A CUIHAJL, OIUIaKBAHE MM MOXBA/IA B IIONIEHCKATE KyTHH 32
MHEHHs M IIPEUIOKEHHS, Ype3 e-mail, uiu Ha JexypHHs TenedoH.

OLEHKA, AHAJIU3 M YINPABJIEHUE HA YJIOBJETBOPEHOCTTA HA
HOTPEBUTEJIUTE

PesyaraTu oT aHKeTHOTO NIpoyuBaHe

Amnkeraute npoyusanus B P3U-Bpana ca ocHoBHa dopma Ha mpoyuBare u ce IIPOBEXKOAT Upe3:

. TIOITb/IBAHE HA XapTHEHa aHKETa Ha MACTO B LleHThpa 3a anMuuuHCTpaTuBHO 06¢cnyxsade (L{AO)
Ha P31-Bpana u myckase B onpezenena u o603HaueHa 3a TOBa KyTHA.

OtpassBane Ha MHEHHE B KHUTATa 3a IIPEUIOKEHHS, IOXBAIH M OTLIAKBAHMS B ITAO —3a 2024 r.
B KHMraTa HAMa BNUCBaHH NPEATOKECHNS, OIUIAKBAHUA M NOXBATH. AHKETHOTO IPOYyYBaHE ce H3II03Ba



3a HOCTOAHHO M HENPEKBCHATO I10JTy4aBaHe Ha 00paTHA BPb3Ka H H3MEPBAHE HA yI0BIETBOPEHOCTTA HA
NOTPEOUTENHTE OT AIMHHHCTPATHBHOTO 06CITyXBAHE, IPEJOCTABIHO OT HHCHEKIHATA. AHKEeTHATA Kapra
JlaBa Hal-00111a BE3MOXHOCT 3a IOJTydaBaHe Ha 0GpaTHa BPh3Ka 3a TOBA KaK aIMHHHCTPALKATA Ce CIIpaBst
C aIMHHUCTPATHBHOTO 00CITy)KBaHe B pa3IHYHUTE My HampapieHns. HacoueHoCTTa Ha aHKeTHATA Kapra
¢ KBbM H3CJIe/IBAHE HA ONpe/eNeH 00XBAT OT NeHHOCTH 3a CIa3BaHETO HA CTAHJAPTHTE 3a KAYECTBO Ha
aIMUHHUCTPATUBHOTO 0OCITYKBaHE.

BrupocuTe 1 TeXHHTE BE3MOKHH OTTOBOPH €4 SICHO Gbopmynupann. Benpocure ca 11 6post, kato
IOTPeOUTEIATE HMAT BE3MOJKHOCT /1a TIOCOYBAT IIOBEYE OT EAUH OTrOBOP Ha YacT OT BBIPOCHTE, KAKTO H
CBOOOJIEH TEKCT Ha /1Ba BHIPOCA.

Bceeku 0T BBIIPOCHTE M3IMBIHSIBA KOHKPETHA 3a/ia4a, JOIPHHACSIIA 33 CTPYKTYpPHpaHe Ha aHaIH3
H OTIPEJETISIHE HUBOTO Ha Y/IOBIETBOPEHOCT.

AHKETHpaHETO € M3BBpImEHO B mepuoma 01.01.2024 r. mo 31.12.2024 ., KaTo aHKeTHaTa KapTa €
TMOM'bJIHEHA OT 44 NOTPeOHTENH Ha aIMHHHCTPATHBHHM YCIYTH HA HHCIIEKIMATA,

- 001 Opoit aHKeTHpaHH — 44
- OT TAX IONBJIHEHH aHKETH — 44

Obodwenu pesynmamu:

1. 3a Bamara aJMHHMCTpANHS HAYYHX OT:
Bpoit otroBopu

HHuTepHeT cTpanuna 11
Memun A
HopMaTHBHE ZOKYMEHTH 10
Poauun/moznati/npusteny 10
PasroBop ckc cyxuTen 0T HHCIEKIHITA 9
Hpyro oo 0

25% - or anKeTHpaHuTe crofieNT, ye 3a P3W — Bpana ca Hay4um ot HHTEPHET CTpaHuua, 23% -
OT HOPMAaTHUBHH JOKyMeHTH, 23% - Ponnunu/mo3naru/mpusrenn, 20% - ot pasroBop ChC  CIYXKHTEI
OT HHCIIEKIHUATa, 9% - OT Meum,

2. Jlocera M3moJI3BaJ/IH JIH CTE YCJIYTHTE HA aJMHHHCTpauuATa?
bpoit otroBopu
Ja 29
He 15
66% OT aHKeTHpPaHHTE Cca IIOCOYHIIH, YE Ca ITOJI3BAIH H0CEra YCIYTUTE Ha aAMHHHCTpAUATA, ToKaTo 34%
OT TAX T'0 NPaBAT 33 IBPBH IIET.

3. JlecHo am orkpuxTe HHpOpMauHs 3a HHTepecyBamaTa Bu AAMHHMCTPATHBHA

yeayra?
bpo# oTroBopu
Ha 38
He 6

86% 0T aHKeTHpaHWTe ca OTKPHIM JIECHO MHTEpecyBamlaTa 'H WHpOpMauus 3a aJMHHHCTPaTHBHATA
ycnyra, a 14% ca ce 3arpyaHHIH.



4. WHdopmaumnATa 32 NpeaJaraHATe 0T HAC A AMHHHCTPATHBHH YCIYIH € SICHA, JECHO

pa36ﬂpaeMa, TOYHA H IIbJIHA:

bpoii otroBopu

Ha

41

He

3

3a 93% ot anxeTHpaHuTe MHGOPMAIMATA 34 TpeIaraHHTe aIMHUHHUCTPAaTHBHH YCIYI'H € SICHA, JIECHO
pasdupaema, TOYHA ¥ ITBJIHA, @ 7% OT AHKETHPAHATE Ca OTTOBOPHIIH OTPHIIATEITHO.

5. Kax npeanoynrare 1a noJryyaBare XOIbJHHTE.IHA HHGOPMAIIHS 32 HAIIMTE YCIyrn?

Bpoii otroBopH

JIudHa cpera cse CIyKATEN 11
ITo Tenedon 24
Ypes uHTEpHET 9

Crmopen 55% ot oTroBopuTe Hai-peanounTana popma 3a NOTydaBaHe Ha JONBIHATENHA HHPOPMALHS
3a aIMMHHCTPAaTHBHMTE YCIIYTH, npenocTaesHu ot P3M — Bpana e upes tenedon, copen 25% - ToBa e
NIMYHATA Cpela ¢be CIIyKuTe, a cnopes 20% - 4pe3 HHTEpHET.

6. 3a xosxo Bpeme 6sxTe 00CTYHKEHH?

bpoit otrosopu

10 MunyTH 34
20 MuHYTH 9
30 MuHYTH 1

77% OT aHKeTHpaHHTE Ca OTTOBOPHIIH, 4e ca Omn o6eiyxkenu 3a 10 MuryTH, 21% - 33 20 MAHYTH 1 2%

(emmH anKeTHpaH) — 3a 30 MUHYTH.

7. Beme 1n H3BBPIIEHa aIMHHHCTPATHBHATA YCJIyra ChIJIACHO 00SIBEHHS cPOK?

bpoii orroopu

Ja

42

He

2

95% or AHKECTHPAaHHUTE Ca IIOCOYMIIH, Y€ CE CIIa3BaT 3aKOHOBHUTE CPOKOBE ITpH NIPEAOCTABAHE HA YCIIYTUTE,

a IBama aHkeTHpaHH (5%) ca OTTOBOPHIIM OTPHIATEIHO.

8. Kakpo Geme oTHOmEHHETO HA CJIyKHTEIHTe KbM Bac?

Bpoit otroBopu

Bexnuso, ¢ ypaxeHue 21
KomnereHnTHo, yuTHBO 22
DopmanHo, ¢ 6e3paznuyne 0
I'py6o, nperebpexuTeHO 1
Hpyro. Mogst onumere ....... 0

Cropen 50% OT aHKeTHpaHHTE OTHOLICHHETO KbM TAX € OHIO0 KOMIETEHTHO, YUTHBO, cniopen 48% -
BEXIIMBO, C yBa)XXCHHUE, a cropel 2% - eJMH aHKETHPaH € IIOCOYMII, Y€ KbM HEro OTHOIIEHHETO € BHII0
rpy0o, IpeHedpexxUuTenHo.

9. Hma i HeobXoauMocCT OT 10100psiBaHe HA 06CTyKBaHETO?
bpoii otroBopH
Ha 4
He 40




91% OT aHKeTHPAHHUTE He CMATAT, Y€ HMa HEOOXOMMMOCT OT ITOA0BPABAHE Ha 0OCITYKBAHETO, 10KaTo 9%
- TBEPAAT 0OpaTHOTO.

10.  Kax oueHsBaTe Ka9eCTBOTO Ha AAMHHHCTPATHBHOTO o6cyxBane B P3U - Bpana?
bpo# oTroBopu
Mszoro no6po 29
Hobpo 14
Jlomo |

66% OT aHKETUPAHHTE ca IIOCOUHITH, Y€ Ka4eCTBOTO Ha aIMUHHUCTPATHBHOTO 06CIyxBane B P3U — Bpana
¢ MHOTO 100po, a 32% ca namu g06pa oueHka. Exun anketwpan (2%) e Jan HENpPHEMIIABA OLCHKA 34
NpEeIOCTAaBIHUTE aIIMUHUCTPATHBHH yciayru oT P3M-Bpana.

11. Ucxkann i ca Ba 061aru u nogapbuy 3a u3BbpmBaHe Ha ycayra B P3U - Bpana?
bpoii oTroBopH

Jla 0

He 44

Huro equH aHKeTHpaH He € MOCOYHII, Ye Ca My HCKaHH OOJIArH M NOJAPBIH 33 H3BLPIIBAHE HA YCIyra B

P3U — Bpana.

H3BOIU:
1 Ilpe3 2024 r. 100% oT aHKeTHpaHHTe, IOTPEOWTENM HA AIMHHHCTPATHBHH YCIYTH, IaBaT
TOJIOXKHTENHA OLIEHKa 32 paboTaTa B HHCIIEKIHATA.
2: IlpaBu BredaTienne (GakThT, Ye MHOTO MajiKa 4acT OT NOTPEOHTENHTE HA AIMHHHCTPATHBHH

YCIIyTH Ca ITOXKeJIAIN la U3pa3sT MO3UIKA OTHOCHO aIMHHHUCTPATHBHOTO 00C/IyKBaHe, OCHIIECTBABAHO B
P31-Bpaua, Berpekn 06CTOSTEICTBOTO, Ye AOCTBIIBT 0 CPeACTBATA 3a 0OpaTHA BPB3Ka € CBOGOIEH.

3. OTHOIIEHHETO Ha CITYXKUTENMTE € OIIEHEHO KAaTO KOMIIETEHTHO, YUTHBO ¥ BEKJIUBO, C YBa)XKCHHE.,
4, Haii-4yecTo 3a M3T09HMK Ha HHQOPMANHS e O3B MHTEPHET CTPAHHIATA, KAKTO H HOpPMAaTHBHH
JOKYMEHTH, H OT POJAHHHH/TIO3HATH/TIPUATEIH.

5; UsnbinsBa ce CTaHIAPTHT 32 BpeMe Ha 00CIIyKBaHe, T.€. 3a He ToBede oT 20 MHHYTH.

6. Beuukuy ankeTHpaHH MOTPEOHUTENH ¢4 IOCOYMIN, e He ca OHIIH 00eKT Ha KOPYIILIUOHHU IEHCTBHS

OT cTpaHa Ha ciyxuten Ha P3M — Bpana.

HpOBemnaHe HAa KOHCYJTAlHH ChC CJYKUTETH

IIpoBex1aneTo Ha KOHCYNTAIHK ChC CITYKHUTEIMTE CE NPHIAra, KAaKTO ClIe/IBa:
- Ha PeryJisipHi pabOTHH CpelM B 3BEHOTO, OTTOBOPHO 33 OPTraHH3alUATa HA aIMHHECTPATHBHOTO
obciry)xBaHe, IPU KOUTO ce 00CHK/Ia OTydeHaTa Heo)HIMAaTHO/yCTHO HH(OPMAIIHS OT IOTPEOUTEIHTE
(TIpenoxeHMsS 1 MHEHHS) IPH KOHTAKTHTE ¢ TaX B [[AO;
- Ha pabOTHY CPELIH ¢ AMPEKTOPHTE HA JUPEKIHHA OT CIEHATU3NPAHATA AIMUHHCTPALHS, KATO CE
HabessI3BaT NEHHOCTH IIPM KOHCTATHPAHM IIPOILYCKH, BE3MOXKHOCTH 32 MOJA0GpeHue 1 JIp.

PesynraTn oT H3BBbpLIeHH HAGIIOAEHUS 10 METOA ,,TACH KJIHEHT

KoHkpeTHHTE 3a/jau¥ MpH H3BLPIIBAHE Ha Hpoy4BaHeTo mpe3 2024 r. 6axa: mpoBepka Ha
OTHOIIEHHETO HA CIYXHTEIHTE KbM IOTPeOMTENHTE Ha aJIMHHHCTPATHBHHM YCIYIH, CTENEeH Ha
edexTHBHOCT Ha paboTara W Cla3BaHe Ha HOPMATHBHHTE DA3NOpPe0H 3a KAYECTBEHO o0cIyKBaHe;
IpOBEpKa 3a H3NBIHEHHE Ha CTaHJApTHTEe 3a OOCTY)XBaHE, YCTAHOBSBAHE HAa OTKIOHEHHS H
HECBOTBETCTBHSA OT HOPMAaTHBHO YCTAHOBEHMTE IIPABMIIA 3a OOCITYXBaHE Ha I'PaXIaHHUTE; H3TOTBIHE HA



IIPCIIOPBKA 3a ONTHMH3HMPAHE Ha IPO3PAYHOCTTA M OTYETHOCTTA Ha CHINECTBYBAIIUTE IIPOLEAYPH 3a
aJIMHHHCTPAaTHBHO 00CITy)XKBaHe Ha IrpaKaaHuTe.

MeTonsT BKITIOUBA HAGIIOAEHHMS:
- o TeaedOHa OT MPEKHs MM KOHTPOIHPAIHs PHKOBOAMTEN Ha I[eHThpa 3a aJMHHHCTPAaTHBHO

obcmyxsare B P3H 3a mpocnensBane 1s10cTHATa OPTaHU3aIMs 110 TIPEIOCTABSHE Ha a/MMHACTPATHBHHA
yeryrn or ITAO. He ca KoHCTaTHpaHH HEM3NBIHEHHS WM Npomyckd. CIyKHTEIHTE CIasBaT
CTaH/JApPTUTE 32 BpEME 3a M3YaKBaHe 3a IpHeMaHe Ha TeneoHHH o0aXNaHUs W MAeHTH(HKAIMS IpH
BOJICHE Ha TeJe(OHHH Pa3rOBOPH.

- O €JIEKTPOHEH BT — NPOBEPKAa Ha HHTEPHET CTPaHMIATa Ha MHCIEKIHATA 32 aKTYaIHOCT Ha
nyOIMKYBaHH JOKYMEHTH, Kacaell¥ aJIMHHHCTPaTHBHOTO OOCITYXBaHe, BCHUKH KOHCTATHDAHH BB
BpB3Ka C HACTBHIIMIIM NIPOMEHHY B HOpMATHBHATa 0a3a HECHOTBETCTBHS B YKA3AHHATA M JOKYMEHTHTE 3a
NPEI0CTaBAHUTE aIMHHHCTPATHBHHE YCIYTH Ca OTCTPaHEHH CBOEBPEMEHHO.

AHAaJ/IM3 HA CHTHAJIH, NPEIJIOKEHHs, KaJI0H H MOXBaJIH
MGTOIE"BT CE IIpujaara 3a ONITHMH3HPaHe opraHu3anuAaTa Ha pa60TaTa H aIMHHHCTPaTHBHOTO
OGCJIy)KBaHe, 4pE3 aHaJIM3 Ha:

1 Hoctemmm B P3W - Bpama curHand W IpemiokeHHS BHB BPb3Ka C aIMHHHCTPATHBHOTO
00cyxBaHe, CBIIIACHO Ii1aBa ocMa oT AITK.
2. Hoctenmimy »andu Mo BBOPOCH, NPEACTABISBAIM 3aKOHEH MHTEPEC Ha IOTPEOUTEIHTE, BLE

BPB3Ka C ONPEIENICHO MOBefleHHe/(PaKTHIECKO IOJOXKEHHE HAa aIMHHHCTPATHBHOTO OOCITy)XBaHe M
CBHABPIKAIUTE CE B TAX HCKAHMA/MOJIOH 32 OTCTPAHsBAHE HA IIOCOYEHH HEPEIHOCTH.

3. [locTbnumy  noxBamM IO  pa3siWyYHKM  KaHaid B HHCIOEKIMATA  KATO  H3KA3aHO
OJI0OPEHHE/TIONOKMTENEH OT3HB 3a OPraHH3alHATA Ha aIMHHHCTPATHBHOTO OGCITYKBaHe.

[lpes 2024 r. He ca IOCTBNBAIM CHTHAIA M TIPEATOKEHHS OTHOCHO MOBEIEHHE M/HIIH
00CTOSATENCTBO, CBBP3aHO C aAMUHHCTPATUBHOTO 0OCIYKBaHe, [0 CMHCHIA Ha r1aBa ocMa ot AIIK. He
Ca MICHTHQHIMpPaHH W kanbu B TasM obuact. [locThOWIMTE TOXBATM 3a CIYXHTEIHTE U 34
OpraHu3alMATa Ha aIMUHHCTPATHBHOTO 0OCITY)KBAaHE Ca YCTHH MJIM CA OTPA3CHH B ITOIIBIHEHHTE aHKETHH
KapTH.

AHa/IH3 HA MeAHHAHH Ny0JIHKAHH
MBTOH’LT C€ H3II0JI3BA 34 Ja ce:

L Pearupa, npun HeoOXOAHMOCT, BeJHAra Ha KOHKPETHH NYOJIMKALMH, OTHOCHO KAYECTBOTO HA
aJIMHHHCTPaTHBHOTO obcayxBaHe B P3U - Bparia.
2. IIposene meauitno HabmoneHHe M aHAN3 3a ONpEAENTCH TIEPHOJ OT BPEME HA TeMa C MeHeH

MHTEpEC, BBB BpB3KAa C AJMHHHCTPATHBHM YCIYTH/PETrylNaTOPHH DPEXHMH, HPEIOCTABIHH OT
HHCTIEKIIHATA.

IIpocnensisar ce u ce ananmsupar MeauiiauTe ny6nukanuy. [pes 2024 r. ca ny6InKyBasy peauna
MaTepHalH B CPEICTBATA 32 MACOBO OCBEIOMSBAHE (BKIFOYHTENHO H B EIEKTPOHHUTE MEJIMH), B KOUTO €
OTpassBaHa JeHHocTTa Ha P3U - Bpama. OT TAX He € uManto NyGIUKAIMH, HACOYEHH KbM
aJIMMHHCTPATHBHOTO 0OCITyXBaHe.

Tenedon 3a Bpb3ka ¢ norpebuTEIHTE

Ipu npenocraesine Ha uHOpPMAIHS ¥ IPOBEXKAAHE HA KOHCYJITAIMH Upe3 TeleOHHATE THHUHA
npe3 2024 r. npeo0iasaBaT 3aNMTBaHHATA Ha [OTpeOHTENUTE OT 06IL XapaKkTep — 3a CpPOKOBE, 1IE€HH,
HEOOXOMMMH JOKYMEHTH 3a 3asBsBaHE Ha OIpeleNeHa ycayra u Ap. Upes TenedoHHM pasroBOpH U
uHpOpMalHsATa, MyOIMKYBaHa Ha HHTEpHeT crpanuuara Ha P3U - Bpaua, rpaxmanute [oJry4yaBaT M
CKCIIEPTHH CTAHOBHINA ¥ CHELHATU3HPAaHK KOHCYITAIMH 110 ONPEICIICHH Ka3yCH.
Ypes To3u MeTon 3a 06paTHa BpB3Ka, IHPEKTEH KOHTAKT U 06CTYKBAHE B PEATHO BPeMe, B HHCIIEKIUATA
IIOCTBIIBAT Hal-roJieMust Opoit MOXBAIH H 6J1aroapHOCTH.



OcurypsiBane Ha IPHEMHO BpeMe 33 rPAKIAHH H OPraHH3aHH

[Tpensun cnenmdukata u XapakTepa Ha OpraHH3alMATa HA AAMHHMCTPATHBHOTO 0OCTyXBaHE B
P3U - Bpaua, ¢ nen necTeHe BpeMeTo Ha KIIMEHTHTE, OCHTYPSBaHE Ha OBp3 U 1eceH JOCTHII IO BCHYKH
JUPEKIHH Ha WHCIEKIHATA, BCEKH I'PaXXIaHHH B paMKHTE Ha pabOTHOTO BpeMe MMa BB3MOXHOCT J1a
M3pa3siBa MHEHHE HJIM OTHOINEHHE KbM pabOTHHS IpoLeC ¥ Ka4eCTBOTO Ha OOCIYKBaHE, MUCMEHO U
ycTHO npen ciyxutenute B [JAO u B paMKuTe Ha NPHEMHO Bpeme — Mpel u36paH PHKOBOIMTEN OT
HHCTICKIHATA (JHPEKTOP, 3aM.-TUPEKTOP, INIABEH CEKPETap, AUPEKTOPH Ha JUPEKIIHH).

O6mo pesyaraTuTe OT ONECHABAHETO HA YAOBIETBOPEHOCTTA Ha HOTPEOUTENHTE [0 PA3THUHATE
METOJHM, KaKTO H JMICaTa Ha MOCTHIMIH CHTHAIW, NPENOXKEHHS WIH KanbH BB Bpb3Ka C
aJIMMHHCTPATHBHOTO OOCIIy)XBaHe, IOKa3BaT YJOBJIETBOPEHOCT Ha MOTPEOHTENMTE OT KayecTBOTO Ha
IpeIaraH|Te a[MHHUCTPaTUBHH yciyrd B P3M — Bpana.

ITpe3 2025 r. P3U - Bpana me npons/ke fa THPCH aKTHBHO MHEHHETO Ha MOTpeGMTENHTe Ha
aJMHHHCTPAaTHBHH YCIYTH H [a Ce Ch0oOpassiBa ¢ TEXHUTE NPEUIOKEHHS, C LielT Mo00psBane HHBOTO Ha
obcmyxsaue. I'paxnanuTe me ObAaT HAaChPYABAHH 3a MONEJIBAHE HA aHKETHH KapTH 3a OLCHKA Ha
Ka4eCTBOTO [PH NPEIOCTaBSHUTE aJIMUHUCTPATHBHE YCIYTH.

IlpenBunenn ca crneaHuMTe MepKM 3a MOAOGpABAHE HA aIMMHHCTPATHBHOTO OOCTYXBaHE H
NOBHIIIABAHE JOBEPHETO H YIOBIETBOPEHOCTTA HA ITOTPEOHTEIHTE:

I [loBuinaBane Ha mpodecHOHANHATA I[IOATOTOBKA HA CIOyXHUTEIMTE OT THIOIETO 3a
aIMHHHCTPATHBHO 00C/Iy)XBaHE 3a JaBaHe HA apTYMEHTHPAHH U KOMIIETEHTHH OTTOBOPH.

2, [lojuibpykane akTyanHOCTTa Ha ChIBPIKAHHETO HA OQMIHATHATA HHTEpHET cTpaHuna Ha P3U —
Bpaua.

B u3NbIHEHHE Ha IOCTaBEHHTE IIEJIH 3a HENPEKbCHATO [OBHIIABAHE KAdecTBOTO Ha
NPEIOCTaBAHUTE afMHHUCTPATHBHY YCIIYTH 1 IOBHIIABaHE Ha YAOBJIETBOPEHOCTTA HA IOTPEOUTENHTE, U
npe3 2025 r., P3U - Bpan NPOIB/KK €(EKTHBHO Ja IIpUjIara MexaHu3MHUTE 3a 00paTHa Bph3Ka, H
IIPY OCHIIECTBSIBaHE Ha HC\'IZBKLCH&T MOHHTOPHHI, KOHTpOJ H IonoOpsBaHe Ha JIeHHOCTHTE, 14
rapaHTHpa Ha FPaXIAHUTE BACOKO HHBO Ha aZIMMHUCTPATHBHO OOCITy)XBaHe.

Hzroteun: ..... /L ....................
I[Berenuua Ctp M" poBa
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