PENYBJIUKA BbJITAPUA

Y MuHUCTepCcTBO Ha OKOJIHaTa cpeja n BoauTe
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[IpoyuBaHeTo Ha YJOBJIETBOPEHOCTTa HA IOTPEOMTENIUTE HA AAMHHHUCTPATUBHH YCIYI'M Ha
Pervonanna uHCHEeKIMs 110 OKOJIHATA cpesia U BoauTe - CMOJISIH ce MPOBEXk/a B U3IIbJIHEHHE Wi. 24, al. 8
ot Hapenbarta 3a agMMHUCTPAaTUBHOTO oOciyxBaHe. JlOKIaabT BKJIHOYBAa MH(pOpMAIMs 3a ISUIOCTHUS
IpOIIeC M0 OpraHu3alus U U3IIbJIHEHUE Ha ICHHOCTUTE, CBBP3aHU C U3CIIE/IBaHE Ha yIOBJIETBOPEHOCTTA HA
NOTpeOUTENUTE HA AIMUHUCTPATUBHYU YCIIYTH.

PervonanHa MHCIIEKIUS IO OKOJIHATA cpeia M BoanuTe — CMoJisH peaocTasst 44 aiMUHUCTPATUBHU
ycayru. M3MepBaHeTO Ha yIOBJIETBOPEHOCTTa Ha MOTPEOMTENMTE HA AIMUHUCTPATHUBHHM YCIYTH ce
OCBILECTBSIBA [TPU CMa3BaHe Ha MPUHIUIIM U CTAHAPTH 32 KAYeCTBO HA a]IMUHUCTPATUBHOTO OOCITy>KBaHe.

M3MepBaHeTo 1 OIIEHKATa Ha yJJOBJIETBOPEHOCTTA Ha MOTPEOUTEINTE HA aIMUHUCTPATUBHU YCIYTH
CE PBKOBOJH OT CJIEIHUTE LIEJIU U PUHIUIIN:

0 PaBHOIOCTaBEHO OTHOLIEHHE KbM BCUUKH ITOTPEOUTENH;

0 noj1o0psiBaHe AOCTHIIA 10 AAMUHUCTPATUBHUTE YCIYTH U MOBUILIABAaHE KAUECTBOTO UM; O
yJIeCHsIBaHE Ha rpa)IaHUTE U IOPUIMUECKUTE JIMLA PH MTOJIy4aBaHETO Ha HHPOPMaLUs 3a BUJIOBETE
aJMHHHUCTPATUBHU YCIIYTH, 32 HEOOXOUMUTE 3asiBICHUS 110 00pa3el] U PerIaMeHTUPAHUTE CPOKOBE;
0 HaJeXJIHa oOpaTHa Bpb3Ka OT MOTPEOUTENNTE HA ]MUHUCTPATUBHU YCIYT'H; O OCUTypsiIBaHE Ha
pa3znu4Hu GOpPMHU U HAUMHU 32 3asBsIBAaHE HA a]MUHUCTPATUBHUTE YCIIYTH; O CIIy’)KEOHO ChOMpaHe Ha
uH(popManus;

0 TMpUEMaHe Ha MPEUIOKEHUS OT MOTPEOUTEINTE Ha aIMUHUCTPATUBHU YCIYT'H, OTHOCHO JeHHOCTTa

Ha MHCHEKIUATA U aIMUHUCTPATUBHOTO 0OCTYXBaHe, C 11€J1 OBUIIABAHE YJIOBJIECTBOPEHOCTTA;

0 U3MepBaHe U MyOJIMKyBaHEe HA OLIEHKUTE 3a YIOBJIETBOPEHOCT HA KJIMEHTHUTE;
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. Metoau 3a 00paTHa Bpb3Ka, H3M0I3BAHM 32 M3BbPIIBAHE OLICHKA HA Y/10BJIETBOPEHOCTTA HA
norpeduTenuTe

3a u3MepBaHe YAOBJICTBOPEHOCTTA Ha MOTPEOUTEIIUTE Ca IMPUIOKEHH 3aIb/DKUTEITHUTE METOIH 3a
oOpaTHa Bpb3Ka, periaMmeHTHpanud B HapenbaTa 3a aqMUHUCTPATUBHOTO OOCITY)KBaHE Ype3 MpUjlaraHe
M3II0JI3BaHE Ha CIACTHUTE METOJIH:
0 M3BBPIIBAHE HA aHKETHU MIPOYYBAHUS; O TIPOBEXKIAHE HA
KOHCYJITAIlMK ChC CIY)KUTEIUTE; O aHAJIN3 HA CUTHAJIH,
IIPEUIOKEHUS, JKAIOU U MIOXBAJIM; O aHAJIM3 HA METUUHU
yOJTUKaIWY;

OcBeH 3a1bDKUTEITHUTE METOIM 32 0OpaTHA Bpb3Ka, Pernonanna MHCHEKIUS IO OKOJIHATA cpea
u Boaute - CMOJISH npujiara ¥ cieHUTe MeTou: o (popmysisip 3a oOpaTHa Bpb3Ka;
0 KyTHS 32 KaJIOW, CUTHAIIN, TIPEUIOKCHHSI U KOMEHTapU;
0 KHHUTa 32 MOXBAJIA U OTUIAKBAHMS;

[Ipunaranure metonu 3a oOpaTHa Bpbh3Ka W OpraHM3alMATa 3a IMPOYYBAHE, H3MEPBAHE U
yIpaBJeHHE Ha YJOBIETBOPEHOCTTa Ha MOTPEOUTENUTE CE OMpeAeNsiT BbB BbTpemnurte mpaBuia 3a
OpraHu3alys ¥ U3BbPIIBAHE HA aIMUHUCTPATUBHOTO O0CITYBaHE U MPEJOCTaBIHE HA aIMUHUCTPATUBHU

ycnyru B Pernonanna uHCIIEKIMs HA OKOJIHATA cpefia U BoauTe - CMOousiH, yTBbpAeHU cbe 3amoBe Ne PJI-
08-38/13.06.2022 .

N. Ananu3 Ha nosryyeHaTta uHgopmanus oT o0paTHATa BPb3Ka U pe3yJITATUTE OT U3MEPBAHETO HA
YIOBJIETBOPEHOCTTAa HA TMOTpe0UTeNIUTe HA AJIMUHUCTPATUBHM YCJIYIH, MPEJOCTABAHU OT

Pezuonanna uncnekuyus no oxkoanama cpeoa u eooume — Cmonan 3a nepuona 01.01.2023 rona. -
31.12.2023 roa.

1. H3zevpuisane na ankemno npoyueane

AHKeTara € cpell METOJUTE, KOUTO €a MOAXOMSAIIN 3a IOCTOSHHO, €KEJHEBHO IOJIydaBaHE Ha
oOpaTHa Bpb3Ka M U3MEpBaHE Ha y/IOBIETBOPEHOCTTA. Upe3 Hest MOXKe Jla ce M3CIIeBa KaKTO LAJI0CTHATa
JEWHOCT MO0 aIMUHUCTPATUBHOTO OOCITy’KBaHE, TaKa U KOHKPETEH acleKT Ha IeHHOCTTa (MpelocTaBsIHe Ha
KOHKpETHA YCIIyTa).

Amnkernure npoyusanusi B PUOCB - CmouisiH ce n3BbpIIBaT LEIOrOAMIIHO Ha 6a3a MOIIbJIBaHE Ha
aHKETHU KapTu Mo o0pasell OT NOTPeOUTENUTE Ha MACTO B ,,LIEHTHp 3a aIMUHUCTPATUBHO OOCITYXKBaHE™ U
Yype3 NoI'bJIBaHe Ha yeh-0a3upan GopMysp Ha HHTEpHET CTpaHUIIATA.

AHKeTaTa ChIbpika 8 BbIIpOCa U I10JI€, B KOETO MOTPEOUTENSIT MOXKE /1a /1€ MHEHUE U IPENOPbKU
3a nmojoOpsiBaHe Ha aJIMUHUCTPATUBHOTO OOCITyKBaHE. AHKETHaTa KapTa € aHOHMMHA U € JOCThIIHA 3a
BCEKHU.

I[Tpe3 mepuoma 01.01.2023 rox. - 31.12.2023 ron. uma nonbaHeHn 16 Opost ankeTHH KapTH. Ha
BCAKO TpuMeceune ce u3rorss O0oOmieHa uHpopMaus OT MOJaJeHH aHKETHU KapTH 3a HM3MEpBaHe
YIOBJIETBOPEHOCTTA Ha MOTPEOUTENNUTE OT MPEIOCTABEHUTE a]MUHUCTPATUBHU YCIYTH, KOATO CE IMOCTaBs
Ha THGOPMAITMOHHOTO Tabs10 Ha mapTepa B crpagara Ha PUOCB — Cmonss. Pe3ynTaTtuTte OT MOMbIHEHNUTE
aHKETHU KapTH 3a Nepuoja, MoKa3BaT BUCOKA YAOBJIETBOPEHOCT HA NOTPEOUTENUTE HA aIMUHUCTPATUBHU
YCIIYTH, TIOJOXKHUTEIHO OTHOIIEHHE KbM JEHHOCTTa Ha MHCIIEKIUSITA, KAKTO U IOCTBITHOCT Ha MH(pOpMaIus
OTHOCHO HCKaHaTa OT NOTpeOUTEeNNTE aIMUHUCTpaTuBHA yeiyra. MHpopMaliuaTa Hali-uecTo e ojyyaBaHa
OT HOPMAaTHUBHUTE JOKyYMEHTH, UHTepHeT crpanunara Ha PUOCB — Cwmomsan m ot ,lleHtsp 3a
aAMUHUCTpATUBHO oOciyxBaHe®. [IpenocraBenata nHpopManms € AOCThIIHA U u3uepnatenna. Cropen
MOTpeOUTENUTe HAa aIMUHUCTPATUBHU YCIYTH, CE€ CIa3BaT 3aKOHOBHUTE CPOKOBE 3a IPEIOCTaBsHE Ha
3asiBEHaTa OT TAX yCiIyra.
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Cnopen npoy4BaHMsTa OT AaHKETHUTE KapTH, CIIY)KUTEIUTE HA NHCIEKLIUATA [IPUTEKABAT 3HAHUS
¥ KOMIIETEHTHOCT, KaueCTBEHO NPEAOCTaBsiHE HAa MH(popManuaTa (ICHOTa, TOYHOCT, IBJIHOTA), KaKTO H
M100€3HO0 OTHOIICHNE KbM NOTPEOUTENUTE HA a]MUHUCTPATHBHH YCIYTH.

2. HDO@GJfCOClHe HAa KOHcyIimauuu CcvC cayarcumesiu

KoHcynranuure cbe CIy)KUTEIUTE ca METOJ 3a IOJIydyaBaHe Ha HedopManHa oOpaTHa Bpb3Ka OT
noTpeOUTENHUTE.

Cayxutenure Ha PMOCB — CMmonsiH ce cTpemsaT JAa YAOBIETBOPSABAT IOTPEOUTENUTE Ha
aJIMUHUCTPATUBHU YCIYTH, Ype3 TOMOI, OTHOCHO IOMbJBaHe Ha OiaHKW/(opMyssipu, HHPOpMALUs 3a
CBIIPOBOJIUTENIHU JOKYMEHTH, KOETO I1I€ JOBEJIE 0 CPOYHO M KaUECTBEHO 00CITy>KBaHE Ha TOTPEOUTENHUTE.

3. Ananuz Ha cucHau, NPEONIONCEHU, HCANOU U NOXEAAU

Curnanure, TpEeMIOKEHUSATA W JKaJIOUTE Ce€ perjaMeHTupar choOpasHo 3akoHa 3a
aJIMUHUCTPAIHATA, KBICTO aIMHUHUACTPAIUATA € [UTHKHA JIa 1aBa OTTOBOP HA IPAXKIAHUTE U FOPUINICCKUTE
JIMIIa HA OTHPABEHHUTE OT TSAX BBIPOCH, KOUTO MPEICTABIISBAT TEXEH 3aKOHEH HHTEPEC, 110 PeJl ONpeAeIeH
CbC 3aKOH. 3a pa3MKa OT CHUTHAJIUTE, MPEUIOKEHHUATa W JKAIOWTE, TMOXBAJIUTE HE Ca 3aKOHOBO
neunupanu. [ToxBanuTe MOraT 1a ce pasriiexaaT Kato 100pa NpakTUKa B JaJICH acleKT OT ACHHOCTTa Ha
aJIMUHUCTPAIIHATA, KaTO Ce TIPUEMa, Y€ B PE3yJITaT Ha TIX HE € HY)KHO IpearprueMaHe Ha MEPKH.

AHAIM3BT Ha CUTHAIH, TIPETIOKEHHSI, KON U IOXBAJIM, KaTO METO/I 3a MoJlyyaBaHe Ha oOpaTHa
Bpb3ka B PUOCB — CwmoisiH e pernamMeHTUpaH upe3 YTBbp)KJIaBaHe Ha ,,BbTpemrHu mpaBuia 3a
JIeIOBOIHATA JIEHHOCT U JOKYMEHT0000poTa B PernoHanHa MHCHEKIMS MO0 OKOJIHATa cpesia U BOJIUTE -
CMonsH, KBAETO € PerlaMeHTHPAHO pejia 3a IPUeMaHe U pas3riekIaHeTo UM.

3a nepuoaa 01.01.2023 rox. - 31.12.2023 roa. HAMa NOCTHIUIM NMPEATOKEHUS OT (PU3UUECKH,
IOPUINYECKH JINIA ¥ OPTaHU, OTHOCHO AEWHOCTTA Ha MHCIICKIIUSATA.

4. Ananuz Ha meOutiHu nyoauKayuu

MenuitHuTe HY6JII/IKaLII/II/I KaToO MCTOJ 3a IIOJYYaBaHC Ha 06paTHa Bpb3Ka W HU3MCPBAHC Ha
YAOBJICTBOPCHOCTTA Ha HOTpC6I/ITeJ'II/ITe MOXXC Ia C€ HM3IIOJ3Ba KaKTO 3a He3a0aBHA peaKknus Imo 1moBOJ
KOHKPETHO 06CTO$IT€J'ICTBO, TaKa U KaTO pEryIapCH METO/ 3a U3CIICABAHC Ha 06H_[eCTBeHOTO MHCHHUC.

I/IBB’BpI_HBaH € IIOCTOSAHCH IPCIJICHA Ha MEIUITHI HY6J'II/IK8.I_II/II/I, ncYyaTHHU U3JaHus, OHJTAMH U3agaHus,
6IOJ'ICTI/IHI/I, COIMAJIHU MPCIKHU U IPYTU. Or HU3BBPHICHUS ITPErJICa HEC Ca YCTAaHOBCHU MEIUMHI HY6J'II/IK8.I_II/II/I,
CBBbpP3aHU C A/IMUHUCTPATUBHOTO O6CJ'Iy>KBaHC.

Ot HampaBeHUs] aHATU3 U OpOs MOIMBIHEHHW AaHKETHH KapTH C€ YCTaHOBsIBAa, Y€ MajKa 4acT OT
MOTPEOUTENUTE Ha AAMUHUCTPATUBHHU YCIYTH MPOSBSIBAT aKTUBHOCT 32 OIICHKA HA aMUHUCTPATUBHOTO
oOciykBaHe, BBIPEKH Y€ JOCTHIBT JO CpelCTBaTa 3a oOpaTHa Bpb3Ka € cBoOOneH. OT msiocTHATa
unpopmanus npe3 2023 roaunHa, Moxe ga ce HampaBu u3Bojaa, ue PUOCB — CmonsH cna3Ba BCUYKH
KPUTEPHUH 32 3aKOHOCHOOPA3HO, T0OPOCHBECTHO M OT3UBYMBO aIMUHUCTPATHBHO OOCTY>KBaHE.

WNHcneknusaTra mpoabkaBa Ja paboTH 3a TOAIbpKaHE Ha J00puUTEe TPAKTHKA B
aIMUHUCTPATUBHOTO OOCTY)KBaHE W 3a ONTUMH3WpaHE HA aJMUHUCTPATHBHHUS TIPOIEC, C I
YIOBJIETBOPSIBAHE HA MOTPEOUTEINTE HA A IMUHUCTPATUBHU YCIIYTH.
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