
OsulPtHA t-{ECEsbP

4OKnA4
orHocHo: flpoyveaHe z h3MepBaHe Ha yAoBrerBopeHocrra Ha norpe6zre nnre Ha
a4Mn{ncrparnBHn ycnvfr(t npe,qocraB flHu or 0614zua Hece6tp npes 2020r.

llpes 2020r. ap\Mu+rcrparzBHoro o6cnyxaaue a C)6u{7Ha Hece6tp ce
ocbl4ecrBFBauJe B cborBercrBne c vstlclBaHufrTa ua Hape46at'a 3a aAMilHflcrparhBHo
o6cnyxeaxe (npnera c flMe Ne 246/13,09.2006r, nocn.N3M. fi ,qon, !B,6p,g or 31.01,2020r,)
n npv cna3BaHe Ha npnHwlnhre B 3axona sa aryMvt+ucrpaqzflT'a n e Agutngncrparn1Ho
npoqecyanHrfl KoAeKc (AnK).

ocitogxa Llen 3a 2020r, 6e noBt,iuJaBaHe H14r3oro Ha aAMilHr4crparrBHoTo
o6cnyxeaHe la 6heHeca r tpalKAaHrre c z3flbrHeHhe Ha 4erzxocr KaqecrBoro Ha
aAMhH14crparh BHoro o6cnyxaate.

Bte eptexa c hsMeHeH ne t4 Aon-bnHeHhe Ha Hape46ara 3a aAMhHr4crp arn1Ho
o6cnyxeaue,cbc 3anoBeA Ha KMera na o6rqzua Hece6rp ctr axTyanhanpa1n Brrpeuxrre
npaBhna 3a opral:l143a\nA Ha aAM|/lHflcrpar/BHoro o6clyxeaue c 06ulrna Hece6rp r
Xaprara Ha H.nheHTa, etqrre ca nocraBe Hu Ha BrAHo Lr rqercrbnHo M'cro B ,, u,eHrup sa
aAMVIHUC-tparhBHo rz rznQopnnaqiloHHO O6cnyxeaue,,f (rporr_oQrzcrz ! n 2/ n ca
ny6nuxyaan4 Ha hHTepHer crpaHZLlara Ha O6ulzua Hece6rp.

B hant.flreFlne Ha 3aAbnit(eHnFTa no qn.24 or Hapr:46ara 3a aAMhHr4crparhBHoro
o6cnyxeaxe, ahMvtHtAcrparzBHrre opraHz cbs4aBar Bb3Mox{Hocr aa o6parHa Bpb3Ka or
norpe6nrenhre qpe3 h3nor3BaH e vt npvtnataHe MeroAn sa oeilrarHa Bpb3Ka, pesyararrre or
o6parxara Bpb3xa ce n3non3Bar 3a ilsMepBaHe z ynpaBreHMe Ha yAoBnerBopeHocrra Ha
norpe6nre'nhre or npeAocraBeHoro a4MnHrcrparhBHo o6cnyxeaHe, Bcsxa ro4nHa 4cl 1-

anpnn aAM4Hhcrpa\t/lnre hsrorBflr roAr4ueH AOXnafq 3a oLleHKa Ha yAoBnerBopeHocrra Ha



norpe6hrennre 3a npeAxoAHara roqnHa, KofiTo ce ny6nhKyBa Ha hHTepHer crpaHfiqara Ha

cboTBeTHaTa aAMhH 14CTpa qhf .

O6qr,rHcxa aAMilHr/crpaqh,q Hece6rp nephoAhrrHo h3c.neABa, aHar,n3vpa n

onoBecrnBa yAoBnerBopeHocrra xa norpe6nrennre or aAMVHVcrparhBHoro o6cnyxaaHe,
Karo pe3ynrarhre ce onoBecrflBar BeAHbx roAhmHo/ Ho He no - KbcHo or 01 anpnn Ha

cneABau4aTa foAnHa.

hgnonseaHn ca pa3nvlqHil cpeAcrBa 3a ct6npare Ha ranSopnnaqhn 3a o6parHa

Bpt,3KO h 3a h3MepBaHe Ha yAoBneTBOpeHOCTTa Ha noTpe6V'ren[te Ha aAMhHl4cTpaThBHl4

ycnyrh, KaTo:

1.. floqeHcxa Ryru+ 3a npeAnoxe+VAvlcnfHann;

2. AHxerHa Kapra, Ao Hoflro norpe6rre,nhre Ha aAMilHhcrparnlHr Vcnyrn nMar

ceo6o4eH Aocrbn e ,, Qenrup 3a aAMhHr4crparrBHo r,r ran$opnnaLlhoHHo o6cayxeaHe

,, f Qpour- oQncn I n 2 /. AuxerHara Kapra e yHraQrarlhpaHa h npeAocraBn

Bb3MolxHocr 3a cnoAennHe Ha Bneqar.rxeHhfl, ua6nngeuua, KaKTo t4 oLleHKa

KaqecrBoro Ha aAMilHhcrparhBHoro o6clyxeaHe,

3.Curnanu,xan6n, npeAnoxeHnAV MHeHhff, noAaAeH!,t no not4a, $axc, eneKrpoHHa

noua nnv nnqHo.

flpoyveaHero e HacoqeHo KbM Bo4qKh norpe6nrenA Ha ycnvrv a O6qrar-ra Hece6tp r,r

e Ha 4o6poBoneH nphHqhn 3a yqacrhe.

flpea 2020 r. He ca nocrbnrnh cwHann, npeAnojfieHhfl t4 MHeHhfl , Kacaetlh

aAMhHt4crparhBHoro o6cnyxeiaHe e O6r4raHa Hece6'up, KaKTo fr He ca HaMepeHh

npeAnoxeHnA n cvfHanh B not4eHcKara KyTl4fl.

flpoyvaaueto sa 2O2Or. e HanpaBeHo Ha 6aaa HannepeHh aHKerHn Kaprv B Kyrhl4r€r 3a

aHKerHrf Kaprh nocraBeH14 ere QpoHr oQnc L n 2 na l-lr-.Hrupa sa aqMnHncrparhBHo 14

nH$opnnaqhoHHo o6cayxeaHe, 3a nepho ga 01.07.2021) ,qo 3L.L2.2O2Or.HannepeHn ca

11 6pon nonb.flHeHh aHKerHh Kaprn.

PE3Y/ITATI/ OT AH KETHOTO N F'OYI] BAHE

AHxera: 3a KaqecrBoro Ha o6clyxeaHe H l-{eun>pa 3a aAMhHhcrparhBHo vI

rHQopnnaqroHHo o6cnyxeaHe 06r4raHa Hece6rp

L .flecHo nn ce opheHTnpaxre,3a Aa crhrHere 4o QpoHr o$rca, KbAero ce npreMar

hcKaHhflra 3a h3BbpuJBaHe Ha ycnvrn nnn npeqocrilBflHe Ha nHQopnnaqvta?

Orroeop,{A - LQtO%

Orroeop HE- 0%

Orroeop OTHACTh- O%

2. flonseanh nn cre Aocera ycnyrhre Ha HauJara aAMnHhcrpaqna?

Orroeop.{A - 9'.L%



Orroeop HE-

Orroeop OTqACTI4-

3. ,flecHo nv or<pttxre raHQopnna\nn 3a hHTepecyBar4ara Bn a4nnrurcrparilBHa
ycnyra?

4. Orroeop flA - 100%

5. Orroeop HE- 0%

6. Orroeop OTtlACTl,l- 0o/o

4. O6cnyxunuar Bu nepcoHan 6eue .nil KoMnereurexil

Orroaop.{A - no%
Orroeop HE- O%

Orroeop OTtlACTl4- O%

5. O6cryxeaHero Br 6eule nh nto6esno, Bex.nilBo r sunnnareauo?

Orrosop flA - LOO%

Orroaop HE- 0%

Orroeop OTqACTI4- O%

6. cnope4 Bac npe4ocraBfl nn ce acnaf .necHo paa6rpaennaf, rouua u nbnHa
nu$opnnaqrn 3a ycnyrnre, Kol4ro t43BbFruBa aAMnHhcrpaqhflTa

nHQopnnaqnoHHtt ta6na, 1powypvt, Qopnnyrnpr, o6RcHeH nA or cnyx<vrennre,
MecTeH BecTHt4K, rUrepHer?

Orroaop.{A - 1.O0%

Orroeop HE- O%

Orroeop OTt{ACTil- O%

7. Cnasear nn ce 3aKoHoBr4re cpoxoBe 3a h3BbplJJBaHr3 Ha 3arBeHara or Bac

aAMt4 Hl4crpaTil BHa yCayra ?

Orroeop.{A - 9.L%

Orroeop HE- 9%

Orroeop OT9ACTil- O%

8. Srxre rv non3Bann aAMnHlcrparuBHnycnyril no

9%

0%

Orroeop.{A -

Orroeop HE

e,neKTpoHeH nrr?

7it%

It3%

Orroeop OTtlACTl4- 9%

9. CruRrare nv,qe e o614rHcxara aAMhHncrpa\nn cb[lecrByBa xopynrlr,rn?

10. Orroeop AA - ti%

LL. Orroeop HE &t%

12. Orroeop OTHACTI/- 9%



10. Koaxo BpeMe 6eue Heo6xo4rnno 3a Bauero o6cryxeaHe ? Moan nocoqere B

MhHyTl4

- cpeAHo BpeMe L0 nnnu.

llpenoprxra aa no4o6pnBaHe Ha aAMilHhcrparhBHoro o6cnyxeaHe - HffMa .

Or hsaoxeHoro Ao ryK Mox(e Aa ce HanpaBRT cneAHure H3BoAh:

3anasea ce reHAeHL{hRTa or npeAXoAHr/ ro4vt+vl, nolpe6nre,nilTe Ha

aAMhHhcTpaTnBHvl vcnYrv Aa He )Ke.naffr Aa h3pa3flBar no3vwa, oTHocHo

aAMhHyrcrparhBHoro o6cnyxeaHe, BbnpeKn qe, Aocru,na Ao cpeAcrBara aa o6parHa

Bpb3Ka e ceo6o4eu. Ha 6aaa HaMepeHh canno l-L 6pon auxerHnRaprv He MoxeAa ce

nonyqh nb.nHa npeAcraBa 3a HhBoro Ha yAoBnerBopeHocr Ha rpaxAaHnre or

aAMh Hhcrparil BHoro o6cayxea He e o6qn Ha Hece6tp,.

B nontnHeHhre aHKerH14 Kaprh norpe6rre.nhre ca 3aflBvnn,qe i

- AOCTbnbT AO CrpaAara e neceH;

- opheHrnpaHero B crpaAara e necHo;

- necHo ce orxphBa nHQopnnaqhfl 3a hHTepecyBaqara ftt a4MnHvlcrparrBHa ycnyra;

- 85% or rpaxAaHhre He ca 6nnu o6exr Ha KopynLlroHHr 4eficrlnfl, a 9%o oraacru.

- Ha6nroAaBa ce reHAeHqhnra Ha norpe5nrenute Ha aAMhHhcrparhBHh vcnYru Aa

npeAnoL{hrar non3BaHe Ha aAMhHncrparvBHnvcn'lrvt no eneKrpoHeH nbr ,73%

ca 3aflBu nlt, .{ e 6 hxa no n3Ba nn aAM h H r4crp arABHvl v cnyrn no ene Krpo H e H nbr.

- Karo qnno norpe6wtenure yqacrBanh B npoyqBaHero nocot{Bar, qe ca AoBo/tHt4 or

o6cnyxaar4vre n4 cnvt+<nrenn , IO0% or rflx 3aflBflBar , qe c.nyxvrennre ca

KoM nere HTH r, a rc6eaH n, Be>NnABvl l BHtAMar enHn.

- flpeo6aaAaBat4 npoqeHT or aHKerhpaHhre rpalKAaHil h3pa3flBar

yAoBnerBopeHocT oT KaqecrBoTo Ha npeAnaraHnre YcnYfvl, n3pa3qBau-lr ce B

6tpao o6clyxeaHe, Karo BpeMero Heo6xo4nnno ea o6cnyxBaHe e cBeAeHo

cpeAHo 4o L0 MnH, a 9I% ca 3aflBVAtA , qe cpoKoBere 3a h3BbpuJBaHe Ha

3aflBeHaTa ycnyra ce cna3Bar.

Or repaseHhre MHeHtaff Ha norpe6ntennte Ha aAM[Hr4crparhBHt4 VcnYru Mo]Ke Aa ce

HanpaBn 3aK/loLteHhe , qe cb3AaAeHara e O6r4raHa Hece6tp opraHh3aLln+ e Ha

4o6po HvIBo, Karo HFMa AonycHar cnyuah Ha HeyAoBnerBopeHocr or l43BbptueHilre

aAM h H 14 Crp ar v'tBH n Y cnY I n.

Hnnna norpe6vten Ha aAMhHl4crparrBHh ycnyrn, xofiro Aa ce Bb3no.n3Ba.n or

Bb3MOXHOCTTa Aa HannUJe CBOeTO , npeAnoxeHne l\nn npenopbKa .

flpea 2020r. o6qrHa Hece6'up e nphcbeAhHeHa KbrM EAilHHl4R MoAen 3a

3aflBFBaHe, 3annal4aHe h npeAocTaBRHe Ha eneKTpoHHn aAMVHVCTpaThBH14 YCnYtn 3a

qeHrpanHo 3aflBflBaHe, qpe3 eneKTpoHHra Qopnnra , paapa6otfeHt4 or .QtpxaeHa areHllhff

,,E.nexrpoHHo ynpaBneHVe ,,. Toea ocnrypffBa B 3Haqhre,nHa c'l-eneH noBhluaBaHe Ha

Kaq ecrBoro Ha aAMh H14crparhBHoro o6clyxBa He.



flpr,ropurerr 3a H3nbnHeHHe npes 2021r.

1' ocrrypneaHe Ha KaqecrBeHo, esexru ero z cporrHo a4MrHhcrparhBHo o6cnyxaane e
,, l-{errtp 3a aAMnHncrparhBHo n nufiopraaqiloHHo o6cnyxeane,, / QpoHr -oQucn !n2/ (u,Ana), ngu cna3BaHe Ha nporilBoenzAeMilqHHr.e MepKil B ycnoBh8Ta HacovtD-19.

2' flpe4ocraa'Hero Ha KaqecrBeH,i aAMLTH ucrparu*Hn yenyrn no npo3pa'.{eH n orcngqn}
HAqZH,

3, flo4o6pneaHe Ha crcreMara aa o6parHa BpbBKa
aAMhHl4cTBaTuBHtA yCnVrVt. 

a

crpennex sa no4o6pflBaHe HZBoro ua o6cnyNeaHe z noBr4r.riaBaHe
yAoBrerBopeHocrra Ha norpe6z renure,
,Qa ce no406pr KOHTpona Ha KaqecrBoro Ha npeAocraBeHnre aAMrHhcrp arvBHvl
YcnYrn.

'{oxna4tr e h3rorBeH or HaqarurK orAen \Auo ua t5.o2,2u2Lr ets ocHoBa Ha nonbnHeHr
oT Qh3hqecKn n FopnqhqecHh nLiqa aHKeT HU t1,ABTVt,

flopnn c

/ Pyrtanna

c norpe6rrenhre Ha

4,

5.

vale ra /


