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TOKJAJ

OtnocuHo: YdosnemsopeHocmma Ha nompebumenume Ha adMuHucmpamugHu ycryeu 8 P3U —
Cogputicka obnacm npes nepuoda om 01.01.2019 2. do 30.06.2019 2.

HacToswoTo npoyyBaHe Ha yOoOBMETBOPEHOCTTa Ha NOTpedbuTenuTe OT NpefocTaBeHUTe UM
agMuHmucTpaTueHK yenyrm ot P3U — Coduiicka obnacT ce u3ebpluBa Ha OocHoBaHue yn.24, an.5 ot
Hapenbara 3a agmuHucTpaTiBHO obcnyxaane, npueta ¢ NMMC Ne 246/13.09.2006 r. WacnensaHeTo
“Ma 3a Lien Aa Ce Hanpaeu OLeHKa Ha agMUHMCTPaTMBHOTO obCnyxBaHe Ypes cpeacTsa 3a obpatHa
Bpb3ka. Ha Tasu basa e Gbaar npeanpueTi nocreasally Kopuripal Mepkv ¢ Lien nosuiiaBaHe
Ka4ecTBOTO Ha NpeaocTaBsHUTe agMuHUCTpaTuBHY yenyrn. P3N — Codmiicka obracT ce aHraxupaa ¢
W3MEPBaHE Ha HWBOTO Ha YAOBMETBOPEHOCT Ha MON3BAaTeNUTE Ha aAMWHWCTPATWUBHW YCNyru Ypes -
cneaHuTe cnocobu 3a obpatHa Bpbaka:

1. TNombnBaHe Ha aHKeTHa kapTa 3a obpaTHa Bpbaka;

2.  WspassBaHe Ha MHeHWe B TeTpanKaTa 33 MHeHus W npegprioxenua Ha  P3U -
Codwmitcka obnacr;

3. lombneaHe Ha aHKkeTa, M3passiBaHe Ha MHEHWE W Npernopbka Ha enekTpoHHaTa
cTpaHnua Ha P3U — Codhmitcka obnacT — hitp://rzi-sfo.bg/

OCHOBHW LIETIN:

1. TlpoyysaHe Ha OLeHKkaTa Ha' noTpebutenuTe Ha aAMWUHUCTPaTWUBHW YCNyrn 3a
agMUHKUCTpaTUBHOTO obenyxeare B P3M — Coduiicka obnacr;

2. CubupaHe Ha KOHKPETHW NpPeanoXeHWs OoT noTpebutenure Ha ycnyru 3a
aAMVHUCTPATUBHOTO 0BCNY)XBaHE C LieN NoBWLLIaBaHe Ha yAoBNETBOPEHOCTTE;

3. AHanus Ha pesynTatuTe M OLeHKa Ha bakTopuTe C Len npeanpuemaHe Ha Mepku 3a
nonobpsiaHe Ha aAMUHUCTPATUBHOTO 0DCMYXBaHe. !

HAYMH HA TPOBEXAHE HA MPOYYBAHETO:

MepuoabT Ha npoydysaHeTo e wectmeceyeH ot 01.01.2019 r. po 30.06.2019 r.,
notpebutennTe Ha agMMHUCTPaTMBHM ycnyrv, npepoctaesHu ot P3M — Codwmitcka obnact, ca
OCbLLECTBIUNM 00paTHa Bpb3ka OCHOBHO Ype3 aHKeTHaTa kapTa 3a obpaTHa Bpbaka.




Bogellja Uen Ha aHKeTHOTO Npoy4BaHe € YCTaHOBABAHE HWBOTO Ha YAOBNETBOPEHOCT Ha
notpeburenute ot npegoctassHute o1 P3W — Coduiicka 0bnacT agMUHACTPATUBHI YCNYTU, KaKTO U1
rnony4yaBaHe Ha WH(OpPMaUMs BbB BWL HA MHEHUs, KOMEHTapW W MpenopbkW KbM mnpoueca mno
aaMUHUCTPaTUBHO 0bCnyxKBaHe.

AHKeTHaTa KapTa CbAabpxka 6 3akpuTi BbNpOca ¢ NOAKATEropiy 1 BbAMOXHOCT 3a KOMEHTap Ha
€[IVH OT TAX.

Ypes oTroBOpuMTE Ha MOCTaBEHWTE BBLNPOCH MPOYYBAHETO MMa 3a LieN Aa YCTaHoBM:

. HMBOTO Ha YAOBMETBOPEHOCT Ha rpaxpdaHuTe OT OTHOLEHWETO, KOeTo Wmat
cnyxutenute Ha P3W - Cocuiicka obnacT BbB Bpb3Ka C 6bp30TO 1 TOYHO U3MbIHEHWE HA YCNYTUTE;

. HMBOTO Ha KOMNETEHTHOCT 1 NPOECOHANNIbM Ha CryXuUTEnuTE;

. NPEANOXeHs U NPenopbKu 3a NoAobpsiBaHe Ha aaMUHUCTPATUBHOTO 0BCAYXBaHE;

. WH(OPMUPaHW N ca NoTpebuTennTe, OTHOCHO BB3MOXHOCTUTE 33 PasfNYHN HaYMHM

Ha JOCTbN 40 aAMUHNUCTPATUBHITE YCNYTU,
Bbnpocute, Ha KOWTO Cca OTTOBOPWUIM MOTPEOUTENWTE Ha AAMUHWCTPATMBHM yCnyru, ca
0600LEHM 1 rpathiiHO NPeACcTaBeH!, KaKTo cneasa:

B kareropus: | U3nonasaHe Ha ycnyru

Ha sbnpoca: U3nonasanu nu cte Jo cera ycnyri, npefocTaBAHM OT aAMUHUCTPaLMATA HU?, OT
nombnHeHute 15 Bp. aHKkeTHW KapTw, B 4 KNneHTUTe oTroBapAr ¢ He“, B 11 e nocoyeHo otrosop ,aa"

/churypa 1/.

®durypa 1l

Ha Bbnpoca: Konko 4ecto uanonseate Hawwute ycnyru? 1 mbT roguiHo nocoysat — 4-ma oT
noTpedUTENNTE; HAKOMKO MbTH FOAMLLIHO — 3-Ma; BCekW MeceL, — 4; MHoro YecTo — 2 6p. /durypa 2/.



®durypa 2

1 NbT roguMWwHoO
31%

HAKONIKO NbTH
roAuLLIHO
23%

B kateropus: Il KauecTBo Ha npegocTaBeHaTa nHgopmaums

Ha sbnpoca: JlecHo nu ce Hamupa MHdopMauma 3a ycnyrute, u3sbpwBanu oT P3U — Codhuitcka
obnact? 11 ot aHketupanute otrosapsaT ¢ ,JA® 4 — otrosapa ¢ ,HE', ¢ He mora pga npeueHs
otroBapst O /churypa 3/.

He mora aa ¢l4l'ypa 3
npeueHs
0%

Ha Bbnpoca: Mucmenara uHdopmauus /tabenu, coopmynspu, nucmal cnopep Bac e?
B noaxateropus: SicHa, necHo pasbupaema; 1A — 13; HE - 1; He mora ga npeuens — 1. /dpurypa 4/



He mora aa ¢"|'vpa 4

npeueHs
7%

B nogkateropus: Touna; 1A - 9; HE — 2; He mora aa npeuens — 1. /dpurypa 5/

®durypa 5

\ He mora aa
| npeueHn
8%

B noakareropus: MunHa; A - 9; HE - 2; He mora aa npevens - 1. /durypa 6/



durypa 6

He mora ga
npeueHa
8%

Ha Bbnpoca: YcTHuTe 0BAcHeHus, KouTo faBart cnyxuTtenute, npeueHaBare kaTo?

B nopkareropus: fcHa, necHo pasbupaema; [JA — 12; HE — 3; He mora aa npeues — 0. /courypa 7/

He mora aa (py"'vpa 7

npeueHs
0%

B nogkarteropus: Touna; [JA - 12; HE — 3; He mora aa npeliens — 0. /courypa 8/



He mora aa Cburypa 8
npeueHs
0%

B nogkateropus: Munua; JA — 11; HE - 3; He mora ga npeuens — 0. /purypa 9/

He mora ga CDM I'Vpa 9
npeLeHs
0%

B kateropws: Ill Kananu 3a gocTbn Ao uHdgopmaums
WHdopmumpart ce: oT Megun — 1 0T aHkeTUpaHuTe
OT VIHTEpHET — 7 OT aHKeTMpaHuTe
oT HopMaTWBHO AOKYMEHT — 1 OT aHKeTupaHuTe
oT VHdhopmaLmoHHo Tabno — 1 OT aHKeTupaHuTe
ot PoaHvHy /npusitenw/ no3Hat — 7 OT aHKeTUpaHuTe
0T JIn4eH pasroBop CbC CYKUTEN Ha UHCNeKUMATa- 3 OT aHKETUPaHUTe
oT TenetoHeH pasroBop CbC CNYXUTEN — 3 OT aHKepUTaHUTE

Icpurypa 10/



Ot TenedoHeH du rypa 10

| pasroBop CbC
i CNYRUTEN
13%

OT nudeH
| pasrosop cbe
’ CAyMUTEN

13%

HopmaTtusHo
DOKYMEHTH
4%

MHPOPMaUMOHHO
Tabno
4%

B kareropus: IV OTHOLWeHWe Ha CRYXUTENnUTe KbM KNMeHTUTe

Ha Bbnpoca; CnyxuTenuTte ce AbpxaT NoOe3HO C KNUeHTUTe?
C ,da"“ otroapsar — 12; C ,He" — 2 oT aHkeTupaHuTe /purypa 11/

durypa 11

86%

Ha Bbnpoca: CnyXuTenuTe ce OTHACAT C MEH NO CbLUUSA HAYMH, KAKTO C OCTaHaNUTe KNUEHTH?
C ,Oa“ otrosapst — 10; ¢ ,He" - 2; a ¢ ,He mora aa npeLeHs” - 1 oT ankeTupanuTte /dpurypa 12/



¢u|¥|33 12

| ora Aa
npeuexs

HE
| 15%

Ha Bbnpoca: 3a konko Bpeme bsaxTe obcnyxeH/a?
[o 10 muryT oTrosapat 10 - oT aHkeTupanuTe; 0 20 MuHyTV — 2; a Hag 20 muHyTh — 0. /dourypa 13/

r CDurypa 1314311 20

|
i MUHYTH
| 0%

Ha sbnpoca: MMpegnoxuxa nu Bu pa yckopute NO He3akOHEH HAYMH WU3MbIIHEHMETO Ha
a[IMMHUCTPaTMBHaTa ycnyra?

C ,Aa“ otrosapst - 1; ¢ ,He* — 11

Idourypa 14/

durypald |

8% ‘




Ha sbnpoca: Bunu nu cte cBugeTenu Ha Kopynuus?

C ,[a" otrosapsaT - 1; ¢ ,He" - 13; a ¢ ,He mora fa npeuexs” - 0 oT aHkeTupanuTe /purypa 15/

®urypa 15

He mora pa
npeueHa
0%

B kateropusi: V 3oHu 3a nogobpeHue

Ha Bbnpoca: Kos ot ¢opmute 3a obcnyxBaHe cmaATaTe, Y€ HaW-MHOrO ce Hyxaae OT
nogobpeHue?

B cvoTBeTHWUTE KaTeropuy noTpebuTenuTe OTroBapaT:

1. Joctbn o uHdopmaums — 4
KonuuyecTtso Ha npeocTaeexata nHgopmaLms — 1
KauecTBo Ha npepocTaBeHaTa MH(opmaLms — 1
OTHoLLEHVe Ha CryxuTenuTe KbM Knnentute — 0
KomneTeHTHOCT Ha cnyxuTenute — 0
Opyro, yTouxete — 0;

[courypa 16/

D O i 0 D



¢Hl'vpa 16 KomneTeHTHOCT

OTHOWweHuMe Ha Ha CnymuTenure
CNYHUTENUTE KbM
KAWeHTUTE
0%

Apyro, yTouHete
0%

KayecTeo Ha
npepocTaseHara
UHGOPMELTBO Ha
npéddecrasenara
uHdopmauma
16%

B kateropus: V 3a camute Bac

Ha Bwnpoca: Mon?
MbxeTe ca — 6 OT aHKeTUpaHUTE; a eHuTe ca — 4 bp. oT aHkeTupaHuTe /courypa 17/

®durypa 17

Ha Bbnpoca: Bbapact?
2-ma ca nog 25 r.; 4-ma o aHketupanuTe ca ot 25 go 40 r.; ot 41 po 55 . ca 3 -ma; v Hap 55 . ca 3-
Ma . [dourypa 18/
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durypa 18

Ha Bbnpoca: C kakBo obpa3oBaHue cTe?

Cwe cpeaHo obpasosaHie ca 6-Ma; ¢ BucLue 0bpasoBaHue ca — 6, Apyro - 0, HAMa KIMEHTW ¢ HaYanHo

1 OCHOBHO 0bpasosaHue. /courypa 19/

durypa 19

HayanHo
0%

QOCHOBHO

Ha ebnpoca: KbMm kos rpyna ce npuuucnssare?

MoTtpebutenite Ha aAMMHUCTPATVIBHM YCYrW OTTOBaPST CbOTBETHO:
Pabotopaten -0

Pabotew -8

[TeHcuoHep — 3

Yyaw -0

[pyro — 1 Icourypa 20/
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durypa 20

PabGoTtoparten
Yyauy 0%

MeHcuoHep
25%

U3Boa:

Ha 0asa M3BbpLIEHWS aHanmM3 Ha MNOCTBMMMATE aHKETHU kapTu OT noTpebutenu Ha
agmuHucTpatuenu yenyrm B P3W — Codmiicka obnact, morar fa ce HanpassT CnegHuTe U3BoaM:

Ha knueHTuTe, B3enM yyacT1e B NpOy4BaHETo, UM Ce Hanara noseye oT BeAHbX fa 1anonssar
ycnyrute npefocTaBsHW OT agmuHucTpaumsta Ha P3M — Codwmiicka obnact, kato dyectotata Ha
W3Mon3BaHe Ha ycnyrata e paBHo pasnpegeneHa oT ,eauH MbT roguwHo" /15 %/ go ,MHoro yecto” /31
%l.

MonaeaTenuTe Ha agMWUHUCTPATMBHK YCNYr ca yAOBMETBOPEHW OT HaYMHa Ha npeaocTaBaHe
Ha nHopMaLwa 1 AocTbra Ao Hes, Hag 70 % nocodsart, Ye He ca UMani 3aTpyaHeHUs Npu HamupaHqe-
TO Ha Heobxogumara Takasa W ca MOrnn Aa ce opueHTUpaT Bes npobnem B gokymeHTute. lMoTpeburte-
NWTE Ca JOBONHM W OT YCTHaTa MH(hopMauus, AaBaHa M oT cnyxutenute, Haa 80% oTrosapar, ye T4 e
TOYHa, MbIHa 1 NecHo pasbupaema.

KaHanute 3a JoCTbN 40 MHAOPMALWS OT CTpaHa Ha KIMEHTUTE [0 ronaMa CTeneH ce npunok-
pUBAT C Teau OT MPEAXOAHUS LUECTMECEYEH Nepuoj Ha nacneasaHeTo. OTHOBO KaTto BOAELLM U3TONHM-
L ca nocoyeHu VIHTepHET 1 pasroBopuTe ¢ poaHUHM /npusTeni/. Tosa Aasa BUCOKa OLEHKA Ha (yHK-
LMoHanHocTTa Ha caira Ha P3W-Coduitcka obnacT, KbAeTo KnveHTUTe Ce MH(opmMmpar 3a HopMaTys-
HU JOKYMEHTM U afMMHUCTPATVBHW npoueaypv. [onssatenute Ha agMUHUCTPETUBHI yCIyri NpOLbI-
%aBar [a ca AOBOMHYM OT OTHOLLIEHWUETO Ha CRYXWUTENUTE KbM TsX, KaTo ce Habnioaasa MambK NPOoLeH-
TeH cnapl. 3a npeauiuHns otyeteH nepuod 93 % OT aHKeTMpaHWTE NocoYBaT, Ye a A0BOMHM OT ChbB-
KYMHOCTTa OT OTHOLLEHHE W aBaHa MH(OpMaLWs, KaTo 3a To3u oT4eTeH nepuof ca 86 %.

Moseyeto ot knueHTuTe /83 %/ ca Gunu obenyxern go 10 MUH., KaTo HUKOW HE MOCOYBA, Ye €
oun obenyxeH 3a Hag 20 MUH. Hama NoCTbNUIN AaHHW OT KIMEHTY 3@ KOPYNLIMOHHW NPaKTUKK OT CTpa-
Ha Ha cnyxuTenuTe.

OTHOBO 1 B TO3K OTYETEH NEPUOA € NOCOYEHO, Ye OCHOBHATa 30Ha 3a NofobpeHne e AocTbna
[0 nHopmaumsa — 67 %.

[emorpadhckuTe AaHH1 Ha PECNOHAEHTUTE Ca, KaKTo Criefsar:

o 40 % xenn 1 60 % mbxe;
o [peobnapasalla Bb3pacTosa rpyna ot 25 [0 40" rogunu /33 %/, 3a pasnuka oT MUHanNUs oT-
yeTeH nepwop, Korato npeobnagasallara rpyna ca ounu ot 41 go 55° roguhu / 43 %/. Cnep-

BaHu ,0T 41 no 55 1.“ n ,Hap 55 ." ¢ no 25 %;

e Ha knuenTUTe C BuCLLE U cpeaHo obpasosaHue ce naga paseH aan no 50 %, kato ot Tax npe-
obnapgaea rpynara Ha pabotewure — 67 %.

OT M3BbLPLIEHMA aHanNKU3 Morar Aa G'bgaT HanpaBeHW crnegHUTe U3BOAN:

Obpabotkara 1 aHanunaa Ha peaynTatuTe OT aHkeTara 4aBart NosnoXuTenHa oLeHKa 3a HUBOTO U
Ka4eCTBO Ha 060ﬂy)KBaH€‘, OCHOBaHO Ha Da3a BUCOKWA 4AN Ha NONOXUTENHN OLIeHKM 3a oﬁcnymBaHeTo
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W 3a npepocTassHata WHdopmauus ot P3M — Codmiticka obnact, kakTo M Ha ObpavHata Ha
0BCMyXBaHEe M OTHOWEHWETO Ha cnyxutenure. OT4nTalku Mankus OsN Ha HeraTuBHUTE OLEHKW,
HanpaBeHUTe NpednoXeHus 3a nofobpeHue OT CTpaHa Ha MOTpedWTENWUTE Ha ycnyrk, MoXe Aa ce
0600wy, Ye agMUHUCTpaTHBHOTO obcnyxeaHeTo B P3W — Coduitcka obnact nogabpxa 4obpo H1Bo,
KaKTO Npes3 nocnefHoTO LWeCTMeceyue, Taka v npes NPeaxoaHvs Nepuos, ¢ KOUTO ce CbMoCTass.

AHanu3bT Npasu BneYaTyieHne, Ye MHOTO Manka YacT OT NoTpebuTenuTe Ha aaMUHUCTPATUBHM
YCIyru ca noxenanu fa 1s3passt noauums OTHOCHO afAMWHUCTPATUBHOTO 0BCNYKBaHe, OCLLUECTBABAHO
B P31 -Codhwiicka obnact, Bbrpeku, Ye AocTbna A0 CPeAcTsarta 3a obparHa Bpb3ka € cBo0oeH.

MMo-ronAmara 4act OT MOTpebuTenuTe, yyacTBanu B MPOYYBAHETO MOCOYBAT Ye Ca MHOMO
[OBOMHU OT paboTata Ha agMUHUCTPaUMATa, CBbp3aHa C afMWHUCTPaTWBHOTO 0OCnyxBaHe, OT
OTHOLUEHWETO Ha CRYXUTENWUTE NpY NPEAOCTaBAHETO Ha CLOTBETHWUTE YCMYrW, CPOK Ha U3MbIHEHME W
Ka4yecTBO Ha M3MbIHEHWE U OLIEHABAT NONOXUTENHO AeiicTeusaTa Ha P3W - Coduiicka obnact.

MNpes sropara nonosuHa Ha 2019 r. P3W — Codmitcka obnacT Wie npoabmku Aa noaabpxa
OTKpUT [warnor ¢ notpebuTenure Ha agMUHWCTPATMBHW yenyr ¢ Uen  nogobpssaHe U
YCbBBPLIEHCTBAHE Ha aAMMHWCTPATVMBHOTO 0OCNyXBaHe W MOBMWAaBaHe YAOBNETBOPEHOCTTa Ha
notpeburenure.

oA

. LAMNPCO" 1 npefcenaten Ha KOMUCHSTA;

2. N . W. Ctanuesa, ct. ekcnept A ,MA%

LR s . Bacuneea, cT. cneunanuct [ ,AMPCO°
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