TOKJIAJT

3A OIEHKA HA YJOBJIETBOPEHOCTTA HA IOTPEBUTEJIUTE OT
AIMUHHUCTPATUBHOTO OBCJIYXKXBAHE B MUHUCTEPCTBO HA 3IPABEOITA3BBAHETO
3A IEPHOJA 01.01.2025 r. — 31.12.2025 r.

Hacrosimusar nokiaj € M3roTBEH M INYyOJMKYBAaH Ha MHTEPHET CTpaHMIIaTa Ha
MUHHUCTEpCTBOTO Ha 3pPaBEONa3BaHETO B M3II'BJIHEHHE HA HOPMATHUBHUTE Pa3loOpekAaHUS
Ha wI. 24, an. 6, 7 u 8 ot Hapenbara 3a anmuaucTparuBHOTO 00cay)kBane (HAO).

Cewriiacio HAO, otpebuten € BCeKU TpakIaHWH WIIM OPTaHU3AIIHS, KOUTO 3asBsIBAT
W/WIM TIOJ3BAT aJIMUHUCTPATHBHO OOCTY)KBaHE 4Ype3 3asBICHUS/UCKAHHS 33 M3JaBaHE Ha
WHIUBUAYAIHA aJIMUHUCTPATUBHHU aKTOBE 3a MPEJOCTaBIHE HAa aIMUHUCTPATUBHU YCIYTH,
3a U3BBpIIBAHE Ha JAPYTd AJAMUHHUCTPATHBHHU [JEHCTBUS MO HCKAHUS, YBEIOMJICHUS H
JeKIapaluy, KOUTO ca MPEeABUACHU B HOPMAaTUBEH aKT, CUTHAJM, NMPEAJIOKEHU S, *KanOu U
APy W/WIM KOWTO OCBHUIECTBABAT KOHTAKT (JIMYHO WM IO JPYr HA4YMH) IO TOBOJ
aJIMMHHUCTPATUBHOTO 0OCITy>KBaHE.

[Tomryuenata nnpopmaiys oT oopaTHaTa Bpb3Ka € aHaTM3upaHa U 00CheHa U 3a€]THO
C pe3yJATaTuTe OT U3MEPBAHETO HA YJIOBJIETBOPEHOCTTA HA IOTPEOUTENUTE U MPEATIPUETUTE
NecTBUS 3a 10100psiBaHE HA aJIMUHUCTPATUBHOTO OOCIYKBAaHE € OTPa3€Ha B HACTOSILUA
JOKJIAJ.

I'maBHaTa men Ha NpPOYYBAHETO W M3MEPBAHETO HA YJOBIETBOPEHOCTTA Ha
NOTpeOUTENUTEe OT MPEIOCTaBIHUTE AIMUHHMCTPATUBHU YCIYTH € IIOBHUIIABAHETO Ha
KauecTBOTO Ha aMUHUCTPATUBHOTO 0OCIyKBaHE, C HACOUEHOCT KbM BCHUKH MOTPEOUTENH
Ha YCIYTH.

HN3mepBaHe HA y10BJIETBOPEHOCTTA HA NOTPEOUTEINTE.

[Tpu mpunaraHe Ha MeTOAWTE 3a OOpaTHa BPb3Ka U MPHU M3CIIEABAHE, U3MEPBAHE U
yIOpaBl€HHWE Ha  YyJIOBJIETBOPEHOCTTa Ha  MOTpeOUTeNuTe OT KAadecTBOTO  Ha
aIMUHUCTPATUBHOTO 00ciyxBaHe B M3 ce cma3Bar u3uckBanusrta, npeasuaean B HAO u
Mertononorusta 3a U3MepBaHe M yIpaBlieHHE Ha YJOBJIETBOPEHOCTTA Ha MOTPEOUTENHUTE,
npuera ¢ PMC Ne 246/10.04.2020 r. 3a oq00psiBane Ha PBKOBOACTBO 3a pa3paboTBaHe Ha
Xapra Ha KJIueHTa 1 MeTo10710Tusl 3a U3MepBaHe Ha yI0BJIETBOPEHOCTTA Ha MOTPEOUTENUTE.

Uzcnensanero mpe3 2025 r. ce miaHupa U NpoBeJe B paMKUTE Ha (QYHKIIMOHATTHUTE

3abJDKEHUS Ha JUpeKLus ,, KaHuenapus u aiMUHUCTPaTUBHO 00cTyxBaHe™ Ha M3



M3BbpLIBaHe HA AHKETHU NPOYYBAHUS.
AHKETHHUTE IPOyYBaHUSI B MUHUCTEPCTBOTO CE MPOBEKIAT Upe3:
1. TlombnBane Ha XxapTHeHa aHKeTa Ha MsACTO B LleHThpa 3a aIMUHHCTPATUBHO
obcnyxBane (IIAO) u myckaHe B Hapo4yHO oOIpejelieHa U 0003Ha4YeHA 3a TOBA
Kkytus- 3a 2025 r. — 4 6pos;
2. OnnaiiH aHKeTa ¢ aHAJIOTMYHO ChIIbpPXKAHWE HAa MHTEPHET cTpaHullata Ha M3, 3a
2025 r. He ca IOCTHIIWIIN aHKETHU KapTu;
3. OtpazsiBane Ha npeaoxenue — 1 Op.
B kHurara 3a MHEHHs, OIUIaKBaHHUS U Tpenopbku 3a 2025 r. ca OTpazeHUu yeTHpHU
MOXBaJld KbM CIy:kuTenute Ha LleHTbpa 3a aaMuHUCTpAaTUBHO oOciyxBaHe. Cnesl u3BbpPIICH
aHaJIN3 CE YCTAHOBH, Y€ MOTPEOUTEINTES/KITUCHTHTE Ha a/IMUHUCTPATHBUTE YCITYTH Ca TOBOJIHU

oT 00citykBaHeTo B LleHTbpa 3a aIMUHUCTPATUBHO OOCITyKBaHE.

Ha nortpeburenure Ha aAMMHUCTPATHUBHM YCIYTM C€ HPENOCTaBsl BB3MOXHOCT Ja
NOITBJIBAT AHKETHA KapTa KaKTo Ha XapTus B LIeHTbpa 3a aIMUHUCTPATUBHO 00CITy>KBaHe, Taka
W MPEKTHO OT o(HIMaNHATA CTpaHUIa HAa MUHHCTEPCTBO Ha 3/IpaBeONa3BaHETO, KAaTO 0
31.12.2025 r. ca mocrenmim o6mo 4 Opos aHKeTHH KapTH. M3BoawTe, KOUTO MOTaT 1a ce
HampaBsAT OT IIOJIyYEHUTE pE3yJATaTH c€a, Y€ OTHOLIEHUETO KbM aJMUHHCTPATUBHOTO
o0cIy’KBaHe, MPeI0OCTaBIHO OT MMUHUCTEPCTBO Ha 37paBEOIa3BaHETO, 32 OCHOBHATA YacCT OT

AHKCTUPAHUTEC € MMOJIOKUTCIIHO.
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AHanmM3bT MOKa3Ba, 4e 87% OT MOIbIHEHUTE aHKETHU KapTH ca JaJId TOJIOKUTETHA
omeHka, a 13 % OT aHKeTUpaHUTE KIMEHTH ca Jajdd 3aJ0BOJUTEIIHA OIICHKAa OT

AAMUHUCTPATUBHOTO O6CJ'Iy>KBaHe.

HOTpe6I/ITCJII/ITe ca JaJii OICHKa 3a pa60TaTa Ha aJMUHUCTpaluATa CBbp3aHa C

aJIMUHUCTPATUBHOTO 0OCITy)XBaHe, Upe3 MONbJIBaHe Ha AHKETHA KapTa KaKToO CIIEBa:

1. Moast mocodeTe KbM KOs HOTpC6I/ITeHCKa rpyna l'[pI/IHa.I[.]'Ie)I(I/ITC‘.7



Opyro
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dusnyecko nnue

OO6110 oTrosopu: 4

2. Konko gecto 3asBsBaTe aIMUHUCTPATUBHHU YCIYTH B MUHUCTEPCTBO Ha
3/1paBeoIa3BaHETO?

Chart Title

<
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= ExeaHeBHo = CegmmyHo = MeceyHo = loguvwHo = Mpu HeobxoaMmocT

OO01ro orrosopu: 4

3. Pazbupaemo 71 ca omucaHW NPOIEAYpUTE 3a MPEAOCTaBsSIHE HA AAMHHHCTPATHBHHU
ycyru?
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O06110 oTrosopu: 4

4. B kakbB cpok Oe M3MbJIHEHA 3asiBeHaTa OT Bac agMuHuCcTpaTHBHA ycayra?

Chart Title

MN3BbH HOPMaTMBHO onpeaeneHna CPpok

B HOpMaTVBHO ONpeaeneHuns cpoK

OO01ro orrosopu: 4




5.  Kak oneHsBaTe KauecTBOTO Ha 0OCTy)KBaHE OT ciykutenure ot ,,OpoHT oduca (3BeHO
3a aIMUHUCTPATUBHO 00CTy>XBaHe)?

Increase Decrease M Total

OTtandHa YoosnetsoputenHa He mora pga npeugeHa

006110 oTrosopu: 4

6. Kak omensiBare pabotaTa W KOMIIETCHTHOCTTa Ha CIYXHTEIUTe OT ,bek odwuca®,
y4acTBall B MPEAOCTABIHETO HA aIMUHUCTPATUBHU YCIYTH?

He mora ga npeueHn
Cnaba

YA0BNETBOPUTENHA

0
0

OO01ro orrosopu: 4



7. Kak oueHnsiBaTe MbJIHOTaTa, TOYHOCTTA U CBOEBPEMEHHOTO MTyOJIMKyBaHe Ha HHpOpMaLus
B MHTEPHET CTpaHuIlaTa Ha MUHUCTEPCTBO Ha 3paBeoONa3BaHETO?

HE MOTA OA NPELEHA

HEAOCTATBYHO

YBOJJIETBOPUTE/THO

HA BUCOKO HMBO

OO6110 oTrosopu: 4

8. Heobxonmuma nu Bu e ponbiaHuTenHa uHPOpManus /KOHCYNTalMs/ CBbp3aHa CbC
3asBeHUTE OT Bac aiMUHUCTpATUBHU yCITyTn?

3,5

2,5

1,5

0,5

Yecto B onpegenexun cnyyam Hukora

OO01ro orrosopu: 4




9.  Ilpu momckBaHe CBOEBPEMEHHO JIH MOJIyyaBaTe HHPOPMALKs 3a eTara Ha U3IIbIHEHHE
Ha 3asBEHATa aIMHUHUCTPATUBHA yciryra?

OO6110 oTrosopu: 4

10. bunu cu cre cBuaeren Ha KOPYNIMOHHA IMpOsiBa OT CTPaHa Ha CIYKUTET OT
aIMUHUCTpaIsATa Ha MUHUCTEPCTBO HA 3/JpaBEOIa3BaHETO?
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00610 orrosopu: 4



11. Kak OuxTe OIeHUIN yIOBIETBOPSHOCTTA CH OT MPEAOCTaBIHETO HA aIMUHUCTPATUBHU

ycayru?
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HanbaHo cbm Cnopef o4aKBaHMATA MN306110 He cbm
yA0B/ieTBOpeH/a yA0B/eTBOpeH/a

006110 oTrosopu: 4

B pesynrar Ha npoBexJaHe Ha TEKYI aHaJIU3 Ha NOMbJIHEHUTE aHKETHU KapTH, KaKTO
U Ha T[IoJlyuaBaHaTa eXeJAHEeBHAa oOpaTHa MHQoOpMamus OT NOTpeOUTEeNIUTe Ha
aJIMUHUCTPATUBHU YCIIyTH, OsXa MPEINPUETH CIETHUTE ACHCTBUSL:

» llpoBene ce HedopMasHa KOHCYNTAlMsd CBhC 3BEHATa IIPEIOCTABSIIH
aJMMHHUCTpaTUBHU yciayru (Oex oduc) ¢ 1en ylecHsBaHe AOCTbIa A0 HHOpMalus Ha
NOTpeOUTENUTE HAa AIMUHUCTPATUBHH YCIYTH;

» llpennpue ce WHAMBHAYaJleH MOJAXOJM TpPH OOCITYKBAaHETO Ha pPEIOBHH
MOTPEOUTENN Ha aIMUHUCTPATUBHU YCIYTH.

AnMuHUCTpanusaTa Ha MUHHUCTEPCTBOTO Ha 3/IpaBEOIa3BaHETO HEMPEKHCHATO paboTH

B ITOCOKAa Ha HOI[06p}IBaHC Ha npejraranoTo aAIMUHUCTPATUBHO O6CJ'Iy>KBaHC.



