JTOKJIAJ

3A OHEHKA HA YAOBJIIETBOPEHOCTTA HA IIOTPEBUTEJIUTE OT
AJIMHUHHUCTPATUBHOTO OBCJHIYKBAHE B MUHUCTEPCTBO HA 3/IPABEOIIA3BAHETO
3A IEPUOJA 01.01.2022 r. — 31.12.2022 r.

HacrosmusaT mokman € W3roTBEH M NyONMKYBaH Ha HMHTEPHET CTpPaHUIATa Ha
MI/IHI/ICTepCTBOTO Ha 3paBCOIa3BaHCTO B U3IBJIHCHUC HA HOPMATHBHUTC PA3HOPCIKIAHUA
Ha 4. 24, an. 6, 7 u 8 ot Hapenbara 3a agmuaucTpaTHBHOTO 00CyxBane (HAO).

Cwrinacao HAO, notpe0uTen € BCeKU TpakIlaHUH WM OPraHU3aIusl, KOUTO 3asBsIBaT
W/WIIM TIOJI3BAT aJIMUHUCTPATUBHO OOCITY)XBaHE upe3 3asiBIICHUS/MCKaHUS 3a M3/IaBaHE Ha
HHIUBUAYATIHU aIMUHUCTPATHUBHU AKTOBC 3a NPCAOCTABAHC HA AAMUHUCTPATUBHU YCIYTH,
3a M3BHBPUIBAHC Ha APYTH aJIMHHHUCTPATHBHU IICfICTBI/I?I 0 HUCKaHuA, YBCAOMIICHHA U
JICKJIapallii, KOUTO Ca MPEJIBHICHH B HOPMATHBEH aKT, CUTHAJM, MPEUIOKEHUS, KAIOH U
JIPYTd W/WIM KOUTO OCBHIIECTBSIBAT KOHTAKT (JMYHO WJIM IO JPYr HA4YMH) 10 IOBOJ
aJIMUHUCTPATUBHOTO 0OCITyKBaHe.

[Torydenata nadopmanus ot oOpaTHaTa Bph3Ka € aHAIM3UPaHa U 00CH/ICHA U 3a¢/THO
C pe3yJITaTHTe OT U3MEPBAHETO HA YJIOBJIIETBOPEHOCTTA HA MOTPEOUTEITUTE U NIPEAIPUETUTE
JIEeHCTBUS 3a MoA00psBaHe HA aAMHUHHCTPATHUBHOTO OOCIY:KBaHE € OTpa3eHa B HACTOSIIUS
TOKJIA].

I'1aBHATa HeJ HA TPOYYBAHETO W M3MEPBAHETO Ha YAOBIETBOPEHOCTTAa Ha
HOTp€6I/ITCJ'[I/IT€ OT MNPCAOCTABAHHUTEC AAMHUHUCTPATUBHU YCIYTH € IIOBUIIABAHCTO Ha
KauyeCTBOTO Ha aJMUHUCTPATUBHOTO 0OCITy>KBaHE, C HACOYEHOCT KbM BCHUYKH MOTPEOUTETH
Ha YCIIYTH.

H3mepBaHe HA YI0BJETBOPEHOCTTA HA MOTPEOUTEIHTE.

[Tpu mpunarane Ha METOAUTE 3a OOpaTHA BPh3KA U MPH H3CIICBAHE, U3MEPBAHE H
yIOpaBlIeHHWE Ha  YJOBJIETBOPEHOCTTa HA  MOTPEOMTENMTE OT KA4ecTBOTO  Ha
aIMHUHHUCTPATUBHOTO 0OCIykBaHe B M3 ce cma3Bar W3HMCKBaHUsATa, npeasuaeHd B HAO u
MeTtoo0orHsATa 32 U3MEPBAHE W YIIPABJICHWE HA YJIOBJIIETBOPEHOCTTA Ha MOTPEOUTEITUTE,
npueta ¢ PMC Ne 246/10.04.2020 r. 3a omoOpsiBane Ha PpKOBOACTBO 3a pa3paboTBaHe Ha
XapTa Ha kITueHTa 1 MeToJoNoTHs 3a U3MEPBaHE Ha YIOBIETBOPEHOCTTA HA MOTPEOUTENUTE.

Nzcnensanero mpe3 2022 1. ce miaHUpa U MpoBee B paMKUTE Ha (PYHKIIMOHAIHUTE

3aIBJDKCHUS Ha TUpeKIus ,,KaHmenapus u aAIMUHUCTPATUBHO 0OCTy)BaHe  Ha M3



N3BbpiIBaHE HA AHKETHU MPOYYBAHUS.
AHKETHHUTE IPOYYBAHUSI B MUHUCTEPCTBOTO CE€ MPOBEXKAAT Upe3:
1. TlonmbiBaHe Ha XapTHeHAa aHKeTa Ha MscTo B LleHTbpa 3a agMUHHCTPATHUBHO
obcnyxBaHe (IJAO) u myckaHe B HapO4YHO OmpejesieHa U 0003HaueHa 3a TOBa
Kytus- 3a 2022 r. — 6 O6pos;
2. OHJlaliH aHKeTa ¢ aHaJOTUYHO ChIbpP)KaHME HAa MHTEPHET CTpaHuiiata Ha M3, 3a
2022 r. ca mocThnuau 7 OpOst aHKETHU KapTH;
3. OTpa3siBaHe HA MHEHUE B KHUTATa 3a MPEAJI0KEHUS, IOXBAJIU U OIJIAKBAHUS B
LlenTHpa 32 aAIMUHUCTPATUBHO 00CTYyXBaHe — 4 Opos OXBAJIH.
B xHuraTa 3a MHeHHUs, OTIaKBaHU M Ipenopbku 3a 2022 1 ca oTpazeHu 4 Opost moxBaiu
KbM Citykutenute Ha LlenTbpa 3a agMuHucTpaTUBHO 00cyxBaHe. Ciell U3BBPILEH aHallU3 ce
YCTaHOBH, Y€ MOTPEOUTENUTE/KIUEHTUTE Ha aJIMUHUCTPATUBUTE YCIyTH, KOUTO Ca OTPa3HUIU
CBOMTE MHEHHs, Ca M3KIIOYUTEIHO JOBOJHM OT oOciayxBaneto B LleHThpa 3a
aJIMAHUCTPATHBHO OOCITy)XKBaHE KaTO Hail- 4ecTO M3MOJ3BaT JAYMHTE «OTJIMYHA paboTay,

((HpO(beCI/IOHaHHO OTHOIICHHUC), KKOMIICTCHTHO, M00e3HO0 U HpO(I)eCI/IOHaJ'IHO O6CJ'Iy>KBaHC».

Ha morpeOurtenure Ha aJMHHHUCTPATUBHH YCIYTH CE MPEIOCTaBs BB3MOXKHOCT JIa
MOITBJIBAT AHKETHA KapTa KakTo Ha XapTus B LIeHThpa 3a aIMUHUCTPATUBHO OOCITY)KBaHE, TaKa
U JUPEKTHO OT OQUIMAIIHATA CTpaHUIAa HA MUHHCTEPCTBO Ha 31paBEOIa3BaHETO, KATO JIO
31.12.2022 r. ca noctenmiam o6mo 13 Oposi aHKeTHU KapTu. M3BoauTe, KOUTO MOrar jaa ce
HAmpaBsIT OT TONyYEHUTE pe3yaTaTH ca, Y€ OTHOILICHHETO KbM aIMUHUCTPATUBHOTO
o0ciTyBaHe, MPEJOCTaBIHO OT MHHHCTEPCTBO Ha 3JIpaBEOIa3BaHETO, 33 OCHOBHATA YacT OT
AHKETUPAHHUTE € YJOBICTBOPUTEITHO.

AHanu3bT MOKa3Ba, 4e 62% OT MOMbIHEHNUTE AaHKETHU KapTH 32 C MOJI0KHUTEITHA OIICHKa,

a 38 % ot AHKCTUPAHUTC KIIMCHTH, HC Ca YIOBJICTBOPCHU OT aAMUHUCTPATUBHOTO 06CJ'Iy>KBaHe.

2022

MOTOXKUTENHNU OTPUUATE/THN



HOTpe6I/ITCJ'II/ITe ca JgaJld OICHKa 3a pa60TaTa Ha aJMUHHCTpaluATa CBbp3aHa C

AIMUHHUCTPATUBHOTO O6CJIy>KBaHC, Ype3 MOIIbJIBAHC HA Ankerna KapTa KakKTo CJICABA.

1. Mouns nocoyere KbM KOsl IOTPEOUTENICKA TpyTIa MPUHAIIE)KUTE?

Chart Title

O FRr N W BB 1 OO N 0 L

dusnyecko nnue Opuguyecko nuue Apyro

O0mo orrosopu: 13

2. Konko decTo 3asBsBaTe aIMUHUCTPATUBHU YCIYTH B MUHUCTEPCTBO HA
3/]paBeoIa3BaHETo?

L N

= ExxegHeBHO = CegmnyHO = MeceyHo fognwHo = [pu HeobxogMmocT

O06ur0 orrosopmu: 13



3. PazOupaemo nm ca omucaHHW TMPOIEAYPUTE 3a TMPEIOCTaBSIHE HA aIMHHUCTPATHBHH
yciyru?

7,2

O06uro0 orrosopm: 13

4. B kakbB cpok Oe M3MbJIHEHa 3asiBeHaTa oT Bac agmMuHMCcTpaTuBHA yciyra?

N3BbH HOPMaTMUBHO onpeaeneHna CPpok

B HOpMaTVBHO onNpeseneHuns cpoK

OO0mo orrosopu: 13




5.  Kak oneHsiBare Ka4ecTBOTO Ha OOCITYyXBaHE OT ciyxurenute ot ,,OpoHT oduca (3BeHO
3a QJIMUHUCTPATHUBHO 00CITyKBaHe)?

OTAnYHa YpaosnetrsoputenHa Cnaba MW He mora ga npeueHsn

O0mo orrosopu: 13

6. Kak ouensBare paboTaTa W KOMIIETEHTHOCTTa Ha CIYXHUTeIuTe OT ,bek oduca®,
y4acTBaIly B MPEAOCTABIHETO HA aIMAHUCTPATHBHY YCIIYTH?

OTnyHa

Yposnetsopurte
JIHa

O06ur0 orrosopmu: 13



7.  Kak olieHsiBaTe MbJIHOTATa, TOYHOCTTA M CBOCBPEMEHHOTO MyOJIMKYBaHEe HAa HHPOpMAIIUs
B MHTEPHET CTpaHMIIaTa Ha MUHUCTEPCTBO HA 3/IpaBEONa3BaHETO?

HE MOTA OA MNMPELEHA

HEAOCTATBYHO

YBOAJIETBOPUTE/THO

HA BUCOKO HMBO

O0mo orrosopu: 13

8. Heobxomuma nu Bu e ponbiaHuTenHa uHpoOpMauus /KOHCYNITalMs/ CBbp3aHa CbC
3asBeHUTE OT Bac aiMUHUCTpATUBHU yCIyTu?

NoWw b

[E=N

Yecto B onpegeneHu cnyyam Hukora

O06ur0 orrosopu: 13




9.  IIpu mouckBaHe CBOEBPEMEHHO JIM TIoJyyaBaTe HHPOpMAIIHS 3a eTarna Ha U3ITbIHCHUE
Ha 3asBeHaTa aJIMUHUCTPATUBHA yciyra?

He

[a

5,4 5,6 58 6 6,2 6,4 6,6 6,8 7 7,2
O0mo orrosopu: 13
10. Bunn cu cre cBuperen Ha KOPYIIMOHHA TPOSBA OT CTpaHa Ha CIYKHATEN OT
aJIMUHUCTpanusITa Ha MUHHCTEPCTBO Ha 37paBEeoIa3BaHeTo?
He
[a

0 2 4 6 8 10 12

OO0mo orrosopu: 13




11.  Kak OuxTte OIEHWIN YIOBICTBOPEHOCTTA CH OT MPEJOCTABSIHETO HA aJIMUHUCTPATUBHU
ycayru?

HanbaHo cbm Cnopef o4aKBaHUATA M3061,0 He cbm
y0B/eTBOPeH/a yAoBieTsopeH/a

OO0mu10 orrosopmu: 13

B pesynTar Ha npoBex/JaHe Ha TEKYIl| aHAJIU3 Ha MOM'bJIHEHUTE aHKETHU KapTH, KaKTO
M Ha TIOJydaBaHaTa exXeAHeBHA oOpaTtHa uWHQoOpManus OT TMOTPEeOUTENUTEe Ha
aJIMAHUCTPATHBHHU YCIIYTH, O5Xa MPEINPUETH CICTHUTE ACHCTBUS:

» llpoBene ce HedopmamHa KOHCYNTalMs ChC 3BEHATa MPEJOCTABAIIN
aJIMUHUCTpaTUBHU Yycinyru (O6ek oduc) ¢ men ynecHsBaHe a0oCcThbHa A0 HMHpOpMalus Ha
NOTPEOUTENUTE HA aIMUHUCTPATUBHH YCIYTH;

» llpennpue ce WHAMBHIYaJEH NOAXOA MpH OOCITY)XBaHETO Ha pEIOBHU
NoTpeOUTENN Ha aIMUHUCTPATUBHU YCIIyTH.

AJMUHUCTpaMsITa Ha MUHUCTEPCTBOTO Ha 3/IpaBeoNa3BaHETO HEMPEKbCHATO PabOTH

B ITOCOKaA Ha non06ps[BaHe Ha nmpeayiaraHoTo aAMUHUCTPATUBHO 06cny>1<BaHe.



