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I. YBoa.

Hacrosimusar pnoknang € WM3roTBEH Ha ocHoBanue wi. 24, an. 8 or Hapembarta 3a
anMuHUCTpaTuBHOTO oOcmyxkBaHe (HAO) u e choOpasen ¢ BprpemnuTe npasusia 3a OpraHu3aris
Ha JIeTIOBOJHATa JEHHOCT U J0KyMeHTooOopoTta B MHcturyTta mo orbpana ,JIlpodecop LiBeran
JIazapos“‘(O), o0siBeHH ChC 3amoBea Ha aupekTopa Ha uHCTUTyTa Ne 27/14.01.2022 r., BBB
Bpb3Ka C BbBEJICHOTO HOPMATHBHO M3MCKBAHE 3a M3MEPBAHE U YIPABIEHUE YJIOBIETBOPEHOCTTA
Ha IIOTPEOUTENTE.

JoxianbT BKIIOYBA MHGOpPMAIUS 3a ISUIOCTHUS MPOIIEC 1O OpraHU3alus, U3MbJIHEHUE U
OTYUTaHE Ha JCWHOCTHTE, CBbP3aHU C IMOJy4aBaHE HAa OOpaTHa Bpb3Ka U U3CIEABaHE Ha
YIOBJIETBOPEHOCTTA HA MOTPEOUTENINTE HAa aIMUHUCTPATUBHU YCIIyTH, npeaoctaBsiHu oT MO u
IpU CHa3BaHe Ha M3UCKBAaHMATA Ha MerojonorusTa 3a HM3MEPBAHE M YIpaBICHHUE Ha
yIIOBJIETBOPEHOCTTA HA MOTpeduTenute, ogoopena c Pemenue Ha MC Ne 246/2020 r.

[Ipes 2023 r., B CHOTBETCTBME C HOPMAaTMBHU H3UCKBaHHMA B Hapenbata 3a
anMuuucTpatuBHOTO 00Cy)Bane (HAQO), B MO ce usnon3Ba AHKETHA KapTa OT JABETE JTUPEKIIUU
B MO: [upexkuus ,Boenna crangaprusanus, kadyecTBO M cepruduxanus” u Jupexuus
,VI3MINTBaHWSA W KOHTPOJHHU M3MEpBaHHS Ha BHOPHKEHHUSA, TEXHHKA U umymecTBa“. Chlnara e
nyOarKyBaHa Ha HHTEpHET cTpanunata Ha MO B pazaen ,,Ycnyru”.

[Tpe3 2023 r. 1O paborere 3a H3MBIHESHUE HA OOIIUTE CTAaHIAPTH 33 KAYECTBO, IIOCOUYCHU
B [Ipunoxxenne Ne 7 kpm wi. 20, an. 1 or HAO, kakTo cienBa:

1. Cranpmapt 3a ocurypsiBaHe Ha TOIXOJSAIIM YCIOBHS W JIOCTBITHOCT B CIYyKEOHHTE
MTOMEIIIEHUS, B KOUTO CE€ OCHIIECTBSABA aJMUHUCTPATUBHO 0OCITy>KBaHE;

2. CraHmapt 3a TOJIbpXKAHE HA aKTyajdHa WHQOpPMAIUs 3a JOCThIIA IO CIy>KeOHUTE
MTOMEILIEHUs, B KOUTO CE€ OCHIIECTBSABA aJMUHUCTPATUBHO 0OCITY>KBaHE;

3. CraHzapt 3a ocUrypsiBane Ha Oe3IuiaTHa HHTEPHET BPB3Ka;

4. Cranmapt 3a uIeHTU(UKANHUSA HAa  CIYXKHUTEIUTE, KOHWTO  OCBIIECTBSIBAT
aIMUHUCTPATUBHO OOCITY>KBaHE;

5. Ctanmapr 3a cria3BaHe Ha MpaBUjIa 32 KOMYHHUKAITUS C TOTPEOUTEIHTE;

6. Ctangapt 3a CpOK 3a OTTOBOp Ha OTIPABEHU 3alUTBAHUS OT OOII XapaKTep;

7. CTaHI[apT 3a M3IO0JI3BAHC Ha OINPOCTCHHU M JICCHU 34 IOIIbJIBAHC 06pa3u1z1 W/WIH

bopmysipu.



WO npunara u J00BJIHUATEIHN CTAaHAAPTH 32 KQ4eCTBO, KAKTO CJIe/IBa:

Cranpmapt 3a opraHuzanys Ha aJMUHUCTPATHBHOTO OOCIYy>KBaHE Ha NPUHIMINA ,,eIHO
rume”. V3MepBaHeTO W aHAJIM3MPAHETO HA YJIOBJIETBOPEHOCTTa HA IOTPEOUTENUTE Ha
aJIMMHHUCTPATUBHH YCIIYTH UMaT 3a IeJI:

- Jla ce ynecHsT moTpeOuTenuTe Mpu MOIy4aBaHETO Ha MpodecHoHaTHA KOHCYITAIMS 3a
BUJIOBETE aIMUHUCTPATUBHU YCIYTH, 32 3abJDKUTEIHUSA HA0OP OT TOKYMEHTH, KOUTO OCUTYpsIBaT
U3IIBJIHEHUETO HA BCAKA OT TSIX U 32 PEIVIAMEHTUPAHUTE CPOKOBE;

- [la ce mpenocTaBu HajexaHA 0OpaTHA Bpb3Ka OT MOTPEOUTEIUTE HA aAMUHUCTPATUBHU
yCIYTH KaTO CHIIEBPEMEHHO CE€ YChBBPIICHCTBAT MEXaHU3MHTE 32 TOBA;

- Jla ce mooOpu nocthna 10 aAMUHUCTPATUBHUTE YCIYTH U /1a C€ MOBUIIM Ka4€CTBOTO HA

aIMUHUCTPATUBHOTO 0OCITy)KBaHE.

I1. MeToau 3a oﬁpaTHa BPBb3Ka, H3I0JI3BAaHU 32 U3BbPIIIBAHE HA OLICHKA Ha

YAOBJIETBOPEHOCTTA HA HOTpeﬁl/ITeJ'II/ITe.

3a u3MepBaHE YAOBJIETBOPEHOCTTa Ha TMOTPEOUTENUTE ca NPUIOKEHH YacT OT
3aIBJDKUTEITHATE METO/M 332 00paTHa Bpb3Ka, periaMeHTHpanu B Wwi. 24, an. 2 u 3 ot Hapenbara
3a aJIMUHUCTPATUBHOTO O0OcTy)kBaHe W MeTomonorus 3a HW3MEpBaHE U yIpaBJICHHE Ha
yIIOBJIETBOPEHOCTTA Ha MoTpeduTenute, npueta ¢ PMC Ne 246/10.04.2020 r., kakTo ciensa:

® U3BBHPIIBAHE HA AHKETHH MPOYYBAHMUS,

® IPOBEXK/IaHE HA KOHCYJITALUU ChC CIYKUTEIUTE;

® CUTrHaJiv, NpECAJIOKCHUA, ’KajI0u U TOXBaJIU

I11. ITIpoBeneHo npoy4BaHe HA YA0BJIETBOPeHOCTTAa HA noTpeduTeaute B MO — nannn

U pe3yJTaTH.

[Ipes mepuoma 01.01.2023 - 31.12.2023 r. MO e mpenocraBwio 50 Opos
aIMUHUCTPATUBHY YCIYTH Ha mOTpeOuTenu (M37aBaHe Ha CIy)KeOHHU Oenexkku 48 Op. U OTrOBOP
Ha 3asBJICHUS 3a JOCTBII J0 oOmectBeHa mHpopMmanus 2 Op.). MO u3BbpmIBa YCIyrH Karo
cepTUHIMpaHe Ha NPOAYKTH, M3/1aBaHE Ha cepTU(UKaTH, U3NUTBaHE W KanuOpupane. 3a
MOCOUEHUST MepHoj] oOpaTHAaTa Bpb3Ka C MOTPEOMTEIUTE € OCHIIECTBEHA Upe3 IOIbJIBaHE Ha
aHKETHH KapTu — 34 Oposi.

1. M3BBbpuIBaHE HAa aHKETHM NpOy4yBaHWsA. AHKeTHUTE npoyuyBaHus B MO ce m3BbpuiBar
LIEJIOTOIUIITHO, Ype3 MOIMbJIBaHE Ha AHKETHA KapTa, 0 KOATO morpedutenute Ha yciyru or MO
uMaT CBOOOJEH IOCTBII Ha MHTEPHET CTPaHMIATa HA aJMHHHUCTPALUATA, KAKTO W HA XapTHEH
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Hocurten. Hacouenu ca kbM Bcuuku norpedurtenu. [IpegoctaBeHa € Bb3MOKHOCT BCEKU KeJlael]
Jla IOMBJITHA AHKETHATa KapTa U Jia s MPEJ0CTaBU Ha OMpPEeNICH CIYXHUTE UIIH JIa CE MOITbJIHN Ha
uHTepHeT cTpanunara Ha MO. AHKeTHaTa KapTa € aHOHMMHA M HE JlaBa BB3MOXKHOCT 3a
UJCHTU(QUIMPAHE Ha [TOAATeNsl, OCBEH aKO TOM caM He ce € JIeTUTUMUPAIL.

ITpe3 2023 r. pesynrarute oT AHKETHUTE KapTH ca C OIICHKA “OTJIMYHO” M ,,MHOTO JI00pO‘
obciykBane. OLeHSBAaT BHCOKO KOMIIETEHTHOCTTa W OTHOIIECHHETO Ha CIY)KUTEIUTE KbM
norpebutenute. Kato obnact Ha mogo0peHue He ca OTIPaBeHU PENOPBKH.

2. IlpoBexpaHne Ha KOHCyATalMu cbC cayxkutenure. CbC  CIOYKUTEIUTE OT
aJIMMHUCTPATUBHHUTE 3BEHA, OCHIIECTBABAIM aIMUHUCTPATUBHOTO OOCITYBaHE, C€ U3BBPIIBA HA
nonyroaue. KoHcynranuure ce MpoBeXIaT OT TUPEKTOpa HAa AUPEKIUS ,,AIMHHUACTPATHBHO H
(MHAHCOBO OCHUTYpSIBaHE M B TSAX y4acTBAT CIYKHUTEIHUTE, HA KOUTO € BH3JI0KEHO NU3MEPBAHETO
Ha yjaoBJieTBopeHocTTa Ha morpedutenure. C ornen daxra, ue MO He mpemocTaBs H3ISIO
aJIMMHHUCTPATUBHH YCIIYTH, a € OpTaHu3alus 32 HAyYHU U3CIIeABAHUS, HAYYHO-TIPUIIOKHA IEUHOCT
U Hay4YyHO-TEXHUYECKO OCUTYpsIBaHE B MHTEpPEC HAa OTOpaHaTa Ha CTpaHaTa, KOHCYITAIHS ChC
CIIy)KHTENUTe € HampaBeHa npe3 mecen oy 2023 r. Ha Hest ca oOChIeHU BIICYATICHHUATA HA
CIy)KUTENUTe OT WHPOPMAIMOHHUTE W3TOYHHUIM, TON3BaHM OT MOTpeOUTeNnuTe Ha
aJIMUHUCTPATUBHU YCIIYTH, € IIeJ Jia ce uaeHTuduuupa HepopmanHara oopaTHa Bpb3Ka, C KOSTO
BCEKH OT TAX paslojiara B pe3yiTaT Ha CIy)KeOHUTe CH 3aIbJDKeHUs. B3eMaiiku npeasun odbema u
BUJIAa HAa CIPaBKHUTE, KOUTO HM3BBPIIBAT, 1O TAXHO MHEHHE WH(pOpMAIHATA, MPEIOCTaBeHa Ha
uHTepHeT cTpaHunara Ha MO e pgocrarbuHa M pa3OupaemMa OT MOTpeOUTENUTE Ha
aJIMUHUCTPATUBHU yciayrd. KaTo 1so mpekuTe BIEYATIEHUS Ha CIY)KUTEIHUTE, aHTAKUPAHU C
aZIMUHUCTpaTUBHO oOcimyxBaHe B MO ca, ye moTpeduTennTe Ha aIMHHHCTPATUBHHU YCIYTH Ca
JIOBOJIHU OT MPEIOCTAaBIHOTO KAaueCTBO Ha 00CITy)KBaHe.

3. AHanu3 Ha CHUTHalu, NpeanoxkeHus, kanou u noxsanu. [Ipe3 2023 r. B MO He ca
MOCTBIBAIM CUTHAIM, MPEIOKEHUs, KajJOW M TOXBaJld BBB BpPb3Ka C aJIMUHHCTPATUBHOTO
obcirykBane. [TocThIIIIUTE MOXBAIM OTHOCHO aJ]MHHUACTPATHBHOTO OOCITY’)KBaHE ca B YCTEH BH U

JacT OT MOIThTHEHUTE AHKETHH KapTHu.

IV. AHanu3 Ha Heo0X0AMMOCTTA OT NMPUJIATAHETO HA KAPTOBH IJIAILAHMA,
BHEJIPSIBAHETO U NPUJIATAaHeTO HA PA3JIMYHU HAYHMHU 32 IUIAIIAHe OT CTPAHA HA

NOoTpeduTeIUTEe HA A/IMUHNUCTPATUBHH YCIYTH.

B MO He ce n3BbpmIBaT KapTOBU IUIAIIAHUSA 3a MOJIyYaBaHE HA BUJA yCIIyra. Y CIyruTe 3a
M3TOTBSHE HA 3aBEPEHM KOIUS M MPENUCH OT apXWBUPAHU JOKYMEHTH U CIYy>KEOHU OENEeKKU ce

npenoctaBsaT 0e3Bb3Me3HO. [IpenocTasnero Ha uHGopManus Ha 4 Op. 3aNUTBaHUS MO 3aKOHA 32
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JOCTHIT A0 MHGOpPMAIIHS ¢ ONpeeNieHo 3amamniane, cbriaacHo Hapen6a Ne H-1 ot 7 mapt 2022 r.
3a ompelesiHe Ha HOPMATHMBH 3a 3alljlalllaHe Ha Pa3XOAHWTE IO MPEJOCTaBSIHE Ha OOIIECTBEHA
uH(popMalUsg W 3arMoBe]] HA MHHHCThpPA Ha (DUHAHCUTE, HO CTOMHOCTTa € TBBPJAE Mallka U
obcmyxxkBaHeTo Ha [IOC-TepMUHAITHO YCTPOMCTBO HE € HEOOXOIUMO, KOWTO ChIIIacHO 3aKOHA 3a
OorpaHMYaBaHe Ha IUIAllaHUATA B Opod Ja Hajara W3MOJI3BaHE HA KApTOBM IUIALIAHUS U HE
000CHOBaBaT BHEJAPSBAHETO W MPUIATAHETO HA PA3JIMYHU OT TE3W MO OAHKOB BT IUIANIAHUS
(xapTOBU U ApPYTH).

[TnamanusTa 3a U3gaBaHe Ha cepTU(UKAT ce M3BBPIIBAT MO OAHKOB BT, KOETO CHIIO €

HeobOocHoBaHO 3a [IOC-TepMUHATHO yCTPONUCTBO.

V. Hean Ha UHCTUTYTHT 110 0TOPAHA OTHOCHO

aJMHUHHCTPATUBHOTO 00cay:kBaHe npe3 2023 r.

Bbrnpekn numncara Ha TOCTBIMIM CUTHAJIM W JKanOu mpe3 KanenmapHata 2023 1. u
OTJINYHATa OOpaTHA OIEHKA 3a CIY)KUTEIHUTE, 3aHUMAaBallll Ce C aJIMUHHCTPATHBHO OOCITy)KBaHe,
npe3 2023 r., MO mie npoabiiku Aa ThPCH aKTHBHO MHEHHETO Ha MOTPEOUTENUTE, KaTo 3a IenTa
II€ TOMYJSPU3NPA U HAChPUHU MPEAOCTABSIHETO HA 0OpaTHA BPB3Ka OT MOTPEOUTENUTE.

Cp3nazneHa € BB3MOXKHOCT MOTPEOUTENUTE Ja MOMBJIBAT OHJIAWH AHKeTHaTa KapTa Ha
uHTepHeT cTpanunara Ha MO.

HpI/I HaJIM4Yue€ Ha HW3MCHCHHUSI U JOOIIBJIHCHUA Ha Hape)16aTa 3a AIMHWHUCTPATUBHO

oOciyxBaHe 111e Ob/le 0OHOBEHA U MHTEPHET cTpaHunaTa Ha MHcTuTyTa 110 oTOpaHa.



