TOJIMIIEH JIOKJIAJT

3a OlleHKa HA YA0BJIETBOPEHOCTTA HA MOTPedUTeINTE OT KA4eCTBOTO HA
aIMUHHCTPATHUBHOTO 00cay:KkBaHe npe3 2023 r.

HacrosmusaT goknan € u3roTBeH U myOJIuKyBaH Ha MHTEPHET cTpaHunara Ha O0muua bsa
B M3IBJIHCHHE HAa HOPMATUBHHUTE pasmnopexaanus Ha wi. 24, an. 6, 7 u 8§ or Hapenbara 3a
aaMUHUCTpaTUBHOTO oOciyxBane (HAO).

Hen: IlpoyyBanero 1wenu Ja TMOKaXKE MHEHHETO Ha TPaXJaHUTE OTHOCHO
aIMUHHCTPATUBHOTO 00cmykBaHe B OOmmHa bsuta. M3MepBaHeTo Ha yIOBICTBOPEHOCTTA OT
MPEIOCTaBSIHUTE aAMUHUCTPATUBHHU YCIYTH € HACOYEHO KbM BCUYKHU MOTPEOUTENH HA YCIYTH B
O6muHa bsina u e Ha 100pOBOJICH MPUHIIMI 3a yyacTHe. Mi3MepBaHeTo Ha yAOBIETBOPEHOCTTA HA
NOTpeOUTENUTE Ha aIMUHUCTPATUBHU YCIIYTH C€ PBKOBOJHM OT CTPEMEXK 3a MOJ00psIBaHE JAOCTHIIA
0 aIMUHUCTPATUBHUTE YCIYrM M IOBUIIABaHE KAadyeCTBOTO WM, YJECHSBaHE TpakIaHUTE U
IOPUAMYECKUTE JIMIA MPH MOJIyyaBaHETO Ha MH(OpManus 3a BUAOBETE aIMUHUCTPATUBHU YCIYTH,
IPEJOCTaBsIHE HA 3aMHTEPECOBAHUTE JIMIIA MPO(EeCHOHATHA KOHCYIITAIHS 32 33AbJDKUTEIIHUS Ha00p
OT JIOKYMEHTH, KOUTO OCUTYpSBAT U3MBIHEHUETO HAa BCSAKA aJMUHUCTPATUBHA yCIyra, HaJlexaHa
oOpaTHa Bpb3Ka OT KJIMEHTA, paBeH JOCTHI JO aJIMUHUCTPATUBHUTE YCIYTH, KOOPAUHUPAHOCT U
B3aMMOJICIICTBHE C BCUUKU CTPaHHU.

O0xBaT: MsCTO Ha NpoBeXIaHe - crpaaara Ha OOmmHa bsna, LlenTbp 32 aAMMHUCTPATUBHO
obcnyxsane (LJAO).

BbTpemnu cpeacrea 3a o0paTHa Bpb3Ka:

1. Cnenmanna KyTusi 3a MOJABaHE HAa MHEHHS W IPEIUIOKEHUs, IMOJie3HA WH(POpMAIHS,
OTLJIaKBaHMsI, MOXBaJu, Haxo s ce B LIAO;

2. AnxerHa KapTta 3a oOpaTHa Bpb3Ka, KoATo ce Hamupa B LIAO;

3. Ilpuemno Bpeme Ha Kmera, 3amecTHUK-KMeTOBeTe M | 1aBHUS apXHUTEKT - [IpuembT Ha
TpaXJAaHU W TMPEACTABUTENM HA OpraHu3allid MU M3CIYIIBAaHETO HA TEXHUTE MPEATIOKEHUS,
3alUTBAHUA U BBIIPOCH CE U3BBPIIIBA, ChITIACHO I'padUK, KOUTO ce OMOBECTSABA MyOINUYHO.

BbHIIHU cpeacTBa 32 o0paTHA BPb3Ka:

1. ®opma 3a nogaBaHe Ha CUTHAIM M/WJIM HEPETHOCTH B MHTEPHET CTPAHUIATa Ha OOIIMHATA
B cekiust ,,[Ipermopbku u curnanu’ Ha aapec: https://byala.bg/bg/kontakti

2. Enexrponna noma: byala.rs@byala.bg

3. Tenedon: 0817/72020

4. CrpaHuna Ha o0IIMHATa B COLUAIIHUTE MPEXKH.

5. M3BbpriBane Ha HAOJIIOACHHE 110 METO/IA ,,TACH KIIUEHT .

IMepuon: 01.01.2023 - 31.12.2023 1.

Iesesa rpyna: [lorpeOurenure Ha aIMUHUCTPATUBHU YCIIyTH.

AHKeTHH TnipoyuBaHusi - Peructpupanu ca oOmo 77 Opos aHKETHM KapTH 3a
YJIOBJIETBOPEHOCTTa OT HAuYMHA Ha IMpPEJOCTaBsSHE Ha aJMUHUCTPATUBHU U TEXHUYECKH YCIYTH.
[TorrbiHEHUTE aHKETHU KapTH ca aHOHMMHHU. BBIpocHTE BKIIIOYEHM B aHKETHATa KapTa ca SICHO
dopMynupaHH, KAKTO U TEXHUTE Bb3MOXHU OTTOBOPH. AHKETHATa KapTa ChIbpka 9 BhIIPOCa, BKIL.
¥ TI0JI€ 33 IPETOPBKY 3a TOA0OpsIBaHE HAa aIMIHNUCTPATUBHOTO OOCTYKBaHE.

3a mpoBexJaHE Ha MPOYYBAHETO C€ M3IMOJI3BA METOJa ,,AHKETHpaHe Ha MSACTOTO Ha
NoJjly4aBaHe Ha yciyraTta’, MpH KOMTO MOTpeOUTeNs JaBa CBOETO MHEHHUE HEMOCPEACTBEHO Cliej
NOJTyYaBaHe Ha CHOTBETHATA yCIyra IOCPEAICTBOM IOIBIBAHETO HA aHKETHA KapTa, CHIIO Taka €
JlaJieHa Bb3MOXKHOCT 3a MOI'BbJIBAHE HA ENICKTPOHHA aHKETHA KapTa B caiiTa Ha o0InHaTA.
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Ot 060011eH aHaIM3 HA AHKETHUTE KapTH PE3YyJITaTUTE ca, KAKTO CIIEe/IBa:

Brnpoc 1: Bue cre?
» ®usnuecko yuiie — 77 0TroBOPa;
» HOpuaudecko ymie — 0 0TroBopa;
» HIIO — 0 otrosopa.

Bobnpoc 2: Bamust moa?

» MBX — 8 oTroBOpa;

» xeHa — 69 oTrosopa;
Brrpoc 3: Jlecen sim e rocthibT 10 LleHTHpa 32 agMunucTpaTuBHo odcayxksane (LLAO)? — 77
otroBopa — JIA

Brrpoc 4: YaoBoJierBopsiBaT Jin Bu cpokoBeTe, B KOUTO ce H3rOTBAT T0KyMeHTUTE Bu?
» HaIbJIHO — /7 OTrOBOPA;
» oruactu — 0 oTroBOp;
» He Me yaoBoieTrBopsiBat — 0 0TroBopa;

Brnpoc 5: KakBo e MHeHHeTO 3a ciIyKuTeJinTe, KOUTOo Bu o6ciayxnxa? KakBa onenka
0MXTe UM IOCTABMJIU 110 OTHOLIEHME HA KOMIIETEHTHOCT M OTHOLIeHHe KbM Bac:

KOMICTCHTHI Henocrarpuno He BexmiBo n | be3pasnuyHo n I'py6o u
KOMIICTEHTHH | KOMIIETEHTHH | BHHMAaTEITHO XJIaTHO IIPEHEOPEIKUTEITHO

MecTHU naHBIU ™ v
1 TaKcH 34 2 I 34 B I
I'paxnancko v v
CBHCTOSHHE 37 2 I 37 N I
VYeTpoicTBO Ha r B - — - -
TEPUTOPHATA
OOmumHCKa - - - - - -
CcOOCTBEHOCT
Kaca ¥ 6 — r v 5 m -
JlemoBoicTBO |— B - r

Brrpoc 6: B kakBa cTeneH mojiyuaBare Hy:KHaTa nHdopmanusa?
» HabJHO — /7 OTTOBOPA,
» otyact — 0 0TrOBOpA,;
» He Me yioBieTBopsaBar — 0 0OTroBopa;

Brnpoc 7: Hanara ;im ce 1a mocemasare pbKOBOJACTBOTO HAa 001IMHATA, 32 1a Bu 0bae
U3BBbpPIIEHA ycayrara?
» Jla, Bunaru — 0 oTroBopa;
» UYecto — 0 oTrosopa;
» Psanko — 0 otroBopa;
» He - 0 otroBopa;
» B xos chepa — YCTpOHCTBO HA TEPUTOPUSTA.
Brrnpoc 8: Koii acniekT ot 00c/1y’)KBaHETO CMSATATE, Ye HAli-MHOI'0 ce Hy KAae OT
nopoopenue?
[Tpenocrassine Ha nadopmarus — 0 oTroBopa;
bwp3una u obcnyxkBane — 0 otroBopa,
OTHoOmIeHNEeTO Ha CiTykuTenuTe KbM Bac - 0 oTroBopa;
OO6craHoBKaTa, B KOSATO ce MpenocTaBaT yciayrure — 0;
Ipyro - Mo mocouere — 0.

VVVVYY
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*  Beonpoc §8: KakBu ca Bamnre npenopbKu 3a nog00psiBaH Ha aIMUHHCTPATHBHOTO
o0cayxBane B O0muna bsina ? - HiMa NpenopbKy.

(i O0001IeHH pe3yJITaTH:

[Ipe3 2023 roauHa akKTUBHOCTTA OT CTpaHA HA TPaXKIAHUTE B IMOITBJIBAHE W W3IMpallaHe Ha
aHKeTHU QopMyJIsipu He € rofisiMa. [ pakaaHuTe 3asBIBAT PA3IUYHU 110 XapaKTep aIMUHUCTPATUBHU
YCIYI'd U IIpOABbJDKABaT TCHACHIUATA J1a NPEAIIOYUTAT MPEKUA KOHTAKT 3a JOCTDBII 10 YCIYTUTEC.

Karo ms10 oTroBopuTe OT aHKETHHTE KapTH COYaT YJIOBJIETBOPEHOCT OT CTpaHa Ha
KIIMEHTUTE OT TMPEJOCTaBEHUTE YCIyrH MW HWH(OpMalus, KakTO W OT OTHOIICHHETO |
KOMIIETCHTHOCTTA Ha CIYXXKUTEeIUTe. MHCHHETO Ha aHKETHPAHUTE 10 OTHOIICHHWE Ha paboTara Ha
CIY)XKHTEIUTe € TO3UTHBHO, KAaTo NpeodiajaBaiiaTta 4acT OT AHKETUPAHHWTE Ca MOJIYYUIIN
HEO0OXOMMOTO ChJICUCTBHE 32 OBP30TO pelllaBaHe Ha MPOOJIEMa UM, a Ha MAJIKa YacT CE € HAJIOKHUIIO
na ObJaT mpenpaTeHu Ha JPYT CIYXKHUTEI, OT YHSITO KOMIETCHTHOCT € OWJI BBIIPOCHT.

[To-ronsiMa 4acT OT aHKETHUPAHUTE Ca HA MHEHHUE, Y€ MIPEIOCTABSIHETO HA YCIYTH € Obp30 U
KopekTHO. O1eHKaTa Ha KaueCTBOTO Ha 0OCIY>KBaHE KaTO 1510 € TOJI0KHUTEITHA.

OTFOBOpI/ITC OT AHKCTHHUTC KapTI/I coyar YIIOBHGTBOPGHOCT oT CTpaHa Ha KIIMCHTHUTEC OT
MPEOCTaBEeHUTE YCIAyrd M HH(OpManus, KakKTO MU OT OTHOILIEHHETO M KOMIIETEHTHOCTTa Ha
CILY)KUTEJUTE.

® Ha6.aronennsi M3BbPIIEHH 10 METOAA ,,Ta€H KJIHEHT

-
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¢ MeroasT npe3 2023 r. ce mpuiara NEPHOIUIHO 10 TelaedoH 3a MpocieasBaHe ISUIOCTHATA
OpraHu3aiys MO NpPeNoCTaBIHEe Ha aJMUHUCTPATUBHH YCIyrd B oOmuHata. PerymspHo ca
W3BBPIIBAHU MPOBEPKHU MO TeJaehOH U 4Ype3 KIUEHTH KaTo MOTpeOUTEeNM Ha aJIMUHHUCTPATUBHU
ycnyru. He ca koHCTaTHupaHU HEM3IIBJIHEHUS WM TIPOITYCKH.

AHaJIM3 HA CUTHAJIU, PEIJI0KEeHHS], KAJTOM U MOXBAJIH

MeroabT ce mpuiara 3a TOCTHIWIM CUTHAIM W TPEIJIOKEHUS BBB Bpb3Ka C
aIMUHHCTPATUBHOTO 00CTYy»XBaHe, MOJyYeH! Ha €IEKTPOHHA MOIIa U MUCMEHO0. EMuHuYHM Kanou
ca 3a YCIyTM TPEIOCTaBSIHU B 00JAcTTa Ha CTPOUTEIICTBO W YCTPOWCTBO HA TEPUTOPHSATA.
[TocThnmim ca MOXBadu 3a HM3Pa3CHO OJOOPCHHE/TIONIOKHUTEIICH OT3MB 3a OpraHu3alusATa Ha
aIMHUHHUCTPATUBHOTO OOCITy’KBaHE U KaYECTBOTO HA MPEIOCTABIHUTE YCIYTH.
¢ ¢ AHaJM3 OT IPHEMHO BPeMe 32 rPAKIAAHU U OPraHH3AIUH
ﬁf“?' [Ipe3 2023 ronuHa B MpPUEMHHUTE AHU MPEMHHABAT C BBIPOCH ca 3a MPENOCTaBSHE Ha
MOMOIIIY, MPEIOCTaBsIHE Ha yCIyru OT Tumna ,,ColuaneH acucTeHT u ,,J[omalieH MOMOIIHHK®,
BBIIPOCHU CBBbP3aHU ChC CBOOOIHU PaOOTHHU MECTa U JIp.

H3Boau:

1.06muua bsna npunara ageKBaTHO BCUYKU 3aBbJDKATENTHU CTAHJIAPTH 32 KauecTBO Ha
aJIMUHUCTPATUBHOTO OOCITyKBaHe.

2.Pe3ynratuTe OT aHAIM3UTE MMOKA3BaT, Y€ OT AJIMUHUCTPALIHATA CE€ MPEAOCTABAT KAaUeCTBEHU
YCIIYTH, YAOBIETBOPSBAIIU MOTPEOHOCTUTE HA TPAKIAHUTE, B KPATKH CPOKOBE M C HEOOXOJIUMOTO
OTHOIIEHHE, KOETO IBJDKM BCEKH CIYKUTEN. BHUIHO e, 4e Manka 4acT OT MOTpeOUTeNnuTe Ha
aJIMUHUCTPATUBHU YCIIYTH TIPOSIBSBAT aKTUBHOCT /14 JIaBaT OIlEHKa Ha OOCITY>KBAHETO, aKO U3PUUHO
HE ca MOMOJICHH 32 TOBa, BBIIPEKH YIECHEHUST JIOCTHII IO CPE/ICTBATa 3a 00OpaTHA BPH3Ka.

3.0cHOBHa TIIe1 Ha TMOJMUTHKATa IO Ka4ecTBOTO M HWH(POpPMAIMOHHATA CHUTYPHOCT €
OCHUTYpsIBAHE CHOTBETCTBHETO Ha MPEAOCTaBSIHUTE OT OOIIMHATA AJMUHUCTPATUBHHU YCIYTH C
HapacTBallUTe W3UCKBAaHUS W TIOBUIIABAaHE JIOBEPHUETO HA IbP)KAaBHUTE W OONIMHCKH OpTaHH,
TpaXTaHUTE U IOPUINYECKUTE JTUIAa HA TEPUTOPUSITA HA OOIIMHATA.

O6mmHaTa mWpoABDKaBa Jla THPCH AaKTHBHO MHEHHMETO Ha TMOTpeOMTEIuTe Ha
aQIMUHHUCTPATUBHU YCIYTH B T.4. Ype3 OTKPUT AMAJOT, Ja OOCHXKIAa TEXHUTE MPEAJIONKEHUS U
cro0OpassiBa ¢ TAX, C IeJ MOJ0OpsBaHE KavyeCTBOTO HAa aJIMHHUCTPATHUBHOTO OOCIYy)XBaHE H
YIOBIIETBOPEHOCTTA HA MOTPEOUTEIUTE.

‘ h Obwuna bsana, oonacm Pyce — 31.01.2024 a. °



