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TI'OAUIIEH JOKJIAJL
3A OIHEHKA YJIOBJETBOPEHOCTTA HA INIOTPEBUTEJIUTE HA
AJIMUHUCTPATUBHU YCJIYI'U 3A 2022 TOAUHA

HacrosmusT mnokman € u3roTBeH Ha ocHoBaHue wi. 24, an. 8 ot HapenOara 3a
aaMUHUCTpaTuBHOTO oOcimyxkBaHe (HAO) m BbTpemnu npaBuia 3a opraHu3anvs Ha
aJMUHUCTPATUBHOTO 00CITy)kBaHe B 001MHA bopoBaH, yTBBpACHH ChC 3aI0BE] HA KMETa
Ha OOmuHaTa, BBB BpPb3Ka C HOPMATUBHOTO M3WCKBAHE 32 M3MEPBAHE W YIPABIICHUE
yIIOBJIETBOPEHOCTTA HA IOTPEOUTENIUTE.

C u3MepBaHe YJOBJICTBOPEHOCTTA HA MOTPCOMTEIIUTE HA aJIMUHUCTPATUBHH YCIYTH
pBKOBOACTBOTO Ha O0IMHA BOopoBaH cu mocTaBs CIETHUTE MIETH:

- Jla mpenocTaBs €IHAKBB JIOCTHII JI0 YCIYTH, HHPOPMAIIHS U PaBHOITOCTABEHOCT Ha

KJIUCHTHUTE.

- OOcnyXBaHETO Ha KIMEHTUTE Ja C€ W3BBPIIBA OT KOMIETEHTHH, OT3UBYMBH,
MOYTEHU U OTTOBOPHU CIY>KUTENH,

- Jla He ce U3KCKBAT OT 3asBUTENIUTE J]a IPEAOCTABIAT HH(POpMAIIKs, JOKa3aTeJICTBa
WIK JIOKYMEHTH, 32 KOUTO Ca HaJIMIIE JaHHU, ChbOMpaHW WIM Ch3JaBaHU OT OOLIMHA
bopoBan, kaTo mbpBUYEH aAMUHUCTPATOP HA JaHHH, HE3aBUCUMO JAJIU T€3U JTaHHU CE
NOJITBPKAT B €JIEKTPOHHA (pOopMa MIIM Ha XapTHEH HOCUTEN,;

- OOnekyaBaHe Ha MPOIEAYPUTE U IPEIOCTABIHE HA BH3MOKHOCTH Ha KIIMEHTUTE 32
n300p Ha pa3IUYHM KaHAJIM U Bb3MOKHOCTH 33 aIMUHUCTPATUBHO OOCITYBaHE;

- Jla ce mpemocTaBAT  YCHBBPIIEHCTBAHM U  BBTPEIIHO  HHTETPUPAHU
aIMUHUCTPATUBHU YCIYIH U Ja ce paboTH CHBMECTHO C APYTM HWHCTUTYIHH 32
OCBIIECTBABAHE HA KOMIUIEKCHO aJIMUHUCTPATUBHO 00CITyKBaHE;

- Jla ce mpunaraT MepKH 3a MPOTUBOACHCTBHE HA BE3MOKHOCTHUTE 32 KOPYIIIIHS;

- Jla ce HachpuaBaT KIMEHTUTE Jla M3pa3sBaT MHEHHE 3a NPEIOCTaBSIHUTE OT

oOIuHaTa YCIyTH.

ITo pena na un. 2 an. 3 ot Hapeabara 3a agMUHUCTPATUBHO OOCTY>KBaHE, OOLTUHCKA
aaMuHUCTpanus bopoBaH mepuOANYHO M3CIIEBA M OMOBECTSIBA yIOBICTBOPEHOCTTA HA
MOTpeOUTENUTE OT AIMUHUCTPATUBHOTO OOCITy)KBaHE, aHadu3upa | MpeAnpueMa
JENCTBUS 3a MOJ00PsBaHE MPOIIECUTE 32 KAYECTBEHO aJIMHHUCTPATHBHO 0OCITy)KBaHE.

1.O0ma undopManus 0THOCHO AIMHUHHUCTPATUBHOTO 00caykBaHe B O0mmHa
BopoBan AnMUHHCTPAaTUBHOTO 00ciykBaHe B OOIIMHCKA afMUHUCTpalus - bopoBaH e
OPraHu3MpPAHO HA MPHUHIUIIA “€IHO rume’ upe3 n3rpaaeH LIeHTsp 3a aIMUHUCTPATUBHO
oocmyxBane (IIAO) ¢ anpec: c.bopoBaH, yi. ,,MiBan Ba3zos” Ne 1, pa3nosiokeH Ha TbpBUS
eTax B crpanara Ha OOmuna bopoBaH. [IpueMbT Ha TOKYMEHTH C€ OCBILECTBSIBA O€3
npekbcBane oT 08:00 4. go 17:00 waca, a B ciydamte, KOraTo Mpej] THIIETO WMa
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MOTpEeOUTENIM HA AJAMUHUCTPATUBHH YCIYyTd B Kpas Ha OOSBEHOTO pabOTHO BpeMme,
paboTara nmpoabKaBa 0 MPUKITIOYBAHE HA TSIXHOTO OOCTYXBaHE, HO HE MTOBEYE OT JIBa
ACTPOHOMMUECKH Yaca ciiej] 00sIBEHOTO pabOTHO BpeMe.

II. MeToau 3a cbOupane Ha uHGopManus 32 00paTHAa BPb3Ka U 3a U3MEpPBaHe
HA yIOBJICTBOPEHOCTTA HA MOTPEOUTEIMTE HA AAMUHUCTPATUBHHU YCJIYIH:
. I3Bpp1IBaHE HA aHKETHU NPOYYBAHHUS;
. IIpoBexnaHe Ha KOHCYJITALUU ChC CIIY)KUTEIIUTE;
. I3BppriBane Ha HAOJIIOACHUS 110 METOA ,,TA€H KIMCHT";
. AHanu3 Ha CUTHAJIU, NIPEAJIOKEHHUS], JKaJION U MOXBaJIH;
. AHanu3 Ha MeIUIUHU MyOINKaLUY;
. OcurypsiBaHe Ha MOCTOSIHHA TeJie(pOHHA JTUHUS Ype3 ,,ropel TenedoH™;
. OcurypsiBane Ha IPUEMHO BpEME 3a TPAKJAHU U OPTaHU3ALNU

~NOoO D kW

II1. Pe3yaraTu oT chOpaHaTa uHgopManus 3a 00paTHA BPb3Ka U 3a H3MEpPBaHe
HA y/I0BJIETBOPEHOCTTA HA NMOTPEOUTENTE HA AIMUHUCTPATUBHHU YCJIYIH:
OCHOBEH ME€XaHM3bM 3a TOJIydaBaHe Ha oOpaTHa BPh3Ka M YacCT OT CUCTEMAaTa 3a
U3MEpBaHE Ha YJOBJIECTBOPEHOCTTA HA MOTPEOUTENTUTE HA aAMUHUCTPATUBHHU YCIIYTH,
npenoctaBsau oT O6muHa bsuta CnaTtuHa € aHKeTHaTa KapTa.

AHKeTHaTa KapTa € UHCTPYMEHT, KOMTO npeacTasisBa 10 BbIpoca, KaTo LEJTa UM
€ Ja 1anat sicHa uHpopMalus B OnpesiesieHa HacoKa. AHKETHAaTa KapTa B XapTHUEH BH]I €
JocThITHA 3a rpakaand B LleHThpa 3a 00ciy)kBaHe Ha TpakJaHH, a B €JIEKTPOHEH Ha
opummanHUAT caiit Ha oOmmHara: WwWWw.borovan.bg. B kpas Ha Bcska kapTta e
NpelocTaBeHa BB3MOXKHOCT 3a HAaHACSHE B CBOOOJEH TEKCT Ha TNPEernopbKd 3a
nooOpsBaHe Ha aJIMUHUCTPATUBHOTO OOCHTykBaHe B oOmmHa bopoBaH. AHKeTHaTa
KapTa € aHOHUMHA.

1. AHKeTHO NMpoy4YBaHe 32 A/AMUHUCTPATHUBHOTO 00C/TYyKBaHe B 00 LLIMHA
bopogan.

» Ilen na uscnedsanemo - na 6u1e yCTaHOBEHA YJOBIETBOPEHOCTTA Ha MMOTPEOUTETUTE
Ha YCIIYTH, KOHCYJITAllMU U BBIIPOCH OT KAYECTBOTO HA MPEJOCTABIHETO UM OT CTpaHa
Ha CIIY>)KHTENIMTe Ha OOIIMHCKA afiMUHKUCTpaIus bopoBaH..

> Ilpeomem na uzcnedsanemo - oricHKa 3a paboTaTa M OTHOIICHUETO HA CITYKUTECIIUTE
ot LleHThpa 3a aAMUHUCTPATUBHO 0OCITY)KBaHE KbM MOTPEOUTETUTE HA YCIYTH.

» Memoo 3a HaGupane Ha HHQOPMALHS - AHKSTHA KapTa.

» Mopmupane na uzsadkama - CIyqacH moa060p Cpe rPKIAHH U IPEICTABUTEIN Ha
IOPUINYECKH JINIIA, TIoN3Bamu yciayru B LleHTspa 3a anMHUHUCTPATUBHO 00CTyKBaHEe
Ha o0muHa bopoBaH.

[Ipe3 2022 roauna B obumHaTa ca o6padoTeHn Haa S5 923 mpenucKu KaTo rosma
4acT OT TSIX Ca aJMUHUCTPATUBHM YCIYIM Ha rpaxiaHuTe v OuszHeca. OOuiecTBeHarTa
Harjaca M O4aKBaHMSATA Ha TPaKJaHUTE U OM3Heca KbM OOIIMHCKATa aJMUHUCTpalus,
OTHOCHO aIMUHHCTPATUBHOTO OOCITyXBaHe, OeIIe N3MEPEHO Upe3 aHKETHA KapTa, KOSITO
BKJIIOYBA PA3JIMYHU BBIIPOCHU, CBbP3aHU C TOBA, 0 KOJIKO MOTPEOUTENUTE HA YCIIYTH, ca
YAOBJIETBOPEHHU OT U3BBPIIBAHUTE YCIYTH B OOIIMHATA.

Crnen M3BBPIIICH MpeErJie]] Ha MombIHeHUTE mpe3 2022 r. aHKeTHU KapTH, MOXKEM Ja
OTYETEM CJICITHHS pe3yaTaT: o0 Opol MombIHeHH aHKeTHU Kaptu — 10, oT KouTo Ha
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xaptueH Hocuten — 10 Op., onnaitd — 0 6p.

Pesynratute ot mpoyuBaneTo nokazaxa, ue /0 % OoT aHKeTHUpaHUTE JUIIa OIICHSABAT
KaueCTBOTO Ha aJMUHHUCTPATUBHOTO OOCITYyKBaHE KaTo ,,MHOT0 100po*, 20% oreHsBaT
KaueCTBOTO Ha aJMUHHUCTPATUBHOTO OOCIYy>KBaHE KaTto ,, MO-cKopo n10o0po , a 1%
MOCOYBAT , Y€ ,,MMa U3BECTHU MPoOIeMH
Ot ycnyrute, mpemrarand ot Jlupekius ,, OUHAHCOBO- CUECTOBOJHU W TPABHU
JNeMHOCTH, aJIMUHUCTPATUBHO OOCHyXkBaHe" ca ce BB3MOJI3BAJIU Hal-rojsiM Opoil ot
ydJacTBaIIUTe B MpoyuBaneTo — 60 %, cneaBanu OT TUPEKIns ,,MEeCTHH JaHbIM U TAKCH
— cpotBeTHO 40 %.

Ha BBHOpoc cBBp3aH C HauyWHA Ha MPEAOCTABSIHE HAa aJMUHUCTpAaTHBHATA YCIyra
aHKETUPAHUTE JIaBaT CJICTHUTE OTTOBOPH:

JIn4HO OT 3BE€HOTO 3a aJIMMHHUCTPATUBHO oOcmyxkBane — 90 %;

Upes nuiieH3upaH MolieHcKu onepaTtop Ha ajapec — 10%

OTHOCHO KOMNETEHTHOCTTA Ha ciyxurenurte Hag 90 % OT aHKeTHUpaHUTE ca Jaju
MOJIOKUTEJIEH OTTOBOP.

Ha BwIpoc cBbp3aH ¢ TpEnopbKHd 3a MOA0OpsSBaHE HAa AJMUHHUCTPATHUBHOTO
oOciy>)XBaHe, Hall-roJisiMa 4acT OT aHKeTHpaHUTe — 9 ca OTTOBOPUIIU, Y€ HIMAT TaKuBa, 1
OT aHKETUPAHUTE € TIOCOYMJI, Y€ HE BUHATH C€ OTTOBaps Ha Tele(hOHUTE.

Pesynrarure oOT wu3MepBaHEeTO TOKazaxa Jo0Opa oleHKa 3a paboraTta Ha
aIMUHUCTpAIMSITA, CBbP3aHa C aJIMUHUCTPATUBHOTO OOCIIyKBaHE, a U ca B MOMOII Ha
PBKOBOJCTBOTO 3a MpEANPUEMAHE HAa JEUCTBUS MO OTHOLICHHWE HA KOPUTHPAHE U
noloOpsiBaHe Ha U3rpajieHaTa MOJUTUKA 3a yJIECHSABAaHE HA TpakJIaHUTe U OU3HEca Mpu
NOJIy4yaBaHe Ha aAMUHUCTPATUBHU yCIIYTH.

2. [IpoBexxk1aHe HA KOHCYJITAIUH ChC CJIYKHTEJIN.

[Ipe3 2022 r., peryyispHO ca MPOBEKAAHU CPEIU U KOHCYJATAIIUU MEKTY CITYKUTEIN
ot LIAO, ciyxutenu ot o01aTa u CIy>KUTEIU OT CeIHATIM3UpaHaTa aIMUHUCTPAIUS C
PBKOBOJCTBOTO Ha OOIIMHATA, HAa KOUTO ca OOCHXKIAHH OCBHIIECTBEHOTO
aIMUHUCTPATUBHO OOCTY>KBaHE W TOJYUYCHHUTE B MPEKU KOHTAKTU C MOTPEOUTEIHUTE -
ChBETU, MHEHUS U MIPENOPHKHU.

3. I3BbpmiBaHe HA HAOJII0IeHHE 110 METO/1A ,,TA€H KJIUEHT”.

[Tpe3 2022 r. He ca U3BBPIIBAHU IPOBEPKH IO METO/IA ,,TACH KIIUCHT".

4. AHAJIM3 HA CUTHAJIH, NIPeAJI0KEHNs], }KaJI0H U OXBAJIM.

3a momoOpsiBaHe paboTara Ha aJIMHUHHUCTpAIUsATA € BakHa oOpaTHaTa BpPB3Ka C
MOTPEOUTENNTE 1O MPUEMaHe U OTTOBOP HA CHTHAJUTE M IpenokeHusara. OOpaTHaTa
BpPB3Ka € HAYMH 32 OTYMTAHE HE CaMO Ha HETAaTUBHUTE PEAKIIMU Ha MOTPEOUTEITUTE, HO U
CPEIICTBO 3a MOJ0OpsSIBaHE Ka4eCTBOTO HAa aJMUHUCTPATUBHUTE ycIyru. B obmuHara ca
Ch37aJICHU YCIIOBUSA 3a TIOJydaBaHe Ha oOpaTHa BPh3Ka C MOTPEOUTENNTE, KOUTO OCBEH
Yye OLICHSBAT HUBOTO Ha OOCIyXBaHE, aBaT CBOMTE KOHCTPYKTHUBHH MPEIJIOXKEHUS U
MPENOpbKU 3a Pa3BUTHE, ONTUMU3UPAHE U YCHBBPUICHCTBAHE Ha MPEIOCTABSIHUTE
YCIIYTH.

B OOmwmHCcka aamuHucTpauus —bopoBaH ce H3MON3BAT pa3IMYHM KaHAIW 3a
MOJIy4yaBaHE HA CUTHAJH, IPEAJIOKEHHUS, KaIOu U moxBayik. Te ca KakTo cle/Ba:
l.momeHcka KyTus 3a KOMEHTAapH, MOXBaJid, OIUIAKBAHMS, KajOW, 3a CUTHAIU CpEIly
Kopynuus ninu npemiioxenus B LIAO ;

2. nonrbiBaHe Ha AHKeTHA KapTa B L[AO;



3.ocurypeHa nocTosiHHa TeJeOHHA JTUHUS 3a Bpb3Ka C NOTPEOUTENNTE;
4. ocurypsiBaHe Ha MIPUEMHO BpeMe Ha I'pa’KJaHu U OpraHU3aluu.

3a OTYETHHA NMEPHOJ MO BCUYKU KaHAIM HE Ca MOCTBHIWIM CUTHAJIU U MOXBAJH,
OTHOCHO aIMUHUCTPAaTUBHOTO OOCITyKBaHE.

5. MeauitHu ny0JauKanuu

IIpez 2022 r. obmmua bopoBan ca TpOBEXJaHU EXETHEBHU TNIpEriied Ha
nyOJUKalMUTE B MEIUUTE, B KOHTEKCTA Ha JIEMHOCTTA M, KaTO HE Ca YCTAHOBEHH JaHHU
3a HEraTMBHU TaKUBa, CBBP3aHU C AJMUHUCTPATHUBHOTO oOcCHykBaHe. MeauiHUAT
aHanM3 Ha MyOJMKAlMHUTE 3a OOIIMHATA MPEJOCTAaBAT BB3MOXKHOCT 3a €(PEKTUBHOCT B
Pa3BUTHETO HA BPB3KUTE HA MOTPEOUTEIUTE HA aIMUHUCTPATUBHU YCIYTH C OOIIMHATA.

6. [IpueMHO BpeMe Ha KMeTa Ha O0LIUHATA

[Ipe3 2022 r. npuemMbT Ha IPpaKJaHU OT KMETa Ha OOIIMHATA CE € MPOBEX 1Al BCsAKA
cpsaa ot 13,00uaca. 3a u3MUHAINS TIEPUO]T HE Ca OTIPABEHU MOXBAJIM WM OTUIAKBAHMUS,
OTHOCHO aIMUHUCTPATUBHOTO OOCITyKBaHE.

IV. U3Boam Moxe na ce HampaBu 3aKJIOUYCHHE, Y€ OT aJMHHHUCTpAIUsATa Ce
IIPEIOCTABAT KAYECTBEHH YCIIYTH, YAOBICTBOPSIBAIIN MOTPEOHOCTUTE HA TPAKIAHHUTE, B
KpaTKH CPOKOBE U C HEOOXOAUMOTO OTHOIIIEHHUE, KOETO JBJIKH BCEKU CITYyKUTeN. BumHo
€, 4e MOTPeOUTEIUTE HAa aIMUHUCTPATUBHU YCIYTH HE TPOSIBABAT aKTHUBHOCT Ja JaBaT
OIICHKA Ha 00CTy»BaHeTo. HaMa mocThmin cCUrHaiiv 3a npeajaraie Ha (PMHaHCOBH WJIN
MaTepuagHu 00JIarh Ha CIIY)KUTEIUW BbB BpPbh3Ka C aJMUHUCTPATUBHOTO OOCITY>KBaHE.
['paxxganuTe ca yIOBIETBOPEHM OT KAaueCTBOTO Ha oOOCTy>KBaHe B OOIIMHCKA
aamuHucTpanus —boposan . [lokazatenen e pakThT, ye HE ca MOCTHIBAIM KajIOU U
CUTHAJIM TIO OTHOIIIEHHE Ha aJMUHUCTPATHUBHOTO oOciykBaHe. M mpe3 cienBamara
roJliHa 1€ Ce€ MPOIBDKU Jla C€ ThPCH AaKTUBHO MHEHHUETO Ha IMOTPEOUTENUTE Ha
aIMUHUCTPATUBHH YCIYTH, J1a C€ 00CHKIAT TEXHUTE MPEJIOKEHHUS C 1Ie] MOoI00psiBaHE
HUBOTO Ha aJIMUHUCTPATUBHOTO OOCITYKBaHE M 32 TMOBUIIIABAHE YJOBJIETBOPEHOCTTA OT
IIPEAOCTABSIHUTE YCIIYTH.

Cwenacysan:
Becenuna I'eopmesoscka
FOpucxoncynm Obwuna boposan
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Tans llemxosa
Cexpemap na Obwuna boposan



