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TOJIMIIEH JTOKJIAJ

3A OHEHKA HA YOBJIETBOPEHOCTTA HA IIOTPEBUTEJIMTE OT
KAYECTBOTO HA A/IMUHUCTPATUBHOTO OBCJIYKBAHE IIPE3 2025 r.

Pernonanna gupekuus 1o ropure /PJII/-IlnoBauB moctaBs KaTo €IuUH OT
MPUOPUTETUTE B paboTara CH YAOBICTBOPEHOCTTA Ha (U3MUYECKU W IOPUIMYSCKU JIMIA OT
aJIMMHHUCTPATUBHOTO oOciyxBaHe. B wusmbnHenne Ha wi. 24 ot Hapenbara 3a
aIMUHUCTPATUBHOTO OOCIIy’KBaHE € M3TOTBEH U HacTosuus ['oguiieH AOKiIaa 3a OlleHKa Ha
yIOBJIETBOPEHOCTTa Ha MOTpPeOUTENUTE OT AAMHHHCTPATHBHOTO oOcmyxkBane B P -
[TnoBauB mpe3 2025 r.

I. O6ma wunHdopManusi OTHOCHO AJAMHMHHCTPATHBHOTO oOciay:xBaHe B P/ -
IlnoBauB:

1. AIMUHHCTPAaTUBHOTO OOCIyXBaHe Ha (Qu3nMdecku W ropuaudecku juua B PN -
[InoBauB ce ochliecTBSIBa NpU Cla3BaHEe Ha MpPHUHIUNA ,,00CITyKBaHE Ha €IHO Tuie’.
OyHKIMUTE Ha T.Hap. ,,ppOHT OQHUC’ Cc€ U3MNBJIHIBAT OT CIYXUTENI OT JIUPEKIUs
»AIIMUHUCTPATUBHO-TIPABHU U (PMHAHCOBO-PECYPCHU JIEHHOCTH .

AJMUHUCTPAaTUBHUTE YCIYI'M C€ IPENOCTaBAT IPHU Clla3BaHE Ha YCIOBHUETO ,,eJIUH
BXOJ M €IUH M3X0H~ — MpeaocTaBsiHe Ha MHoOpMalMs 3a aAMUHUCTPATHUBHHUTE YCIYTH;
OTroBapsiHE Ha 3alIUTBAHUS OT OOILI XapaKTep W HACOYBAHE BBIPOCUTE MO KOMIIETEHTHOCT;
pas3sicHsIBaHe M3MCKBaHMATA, HA KOMTO TPsAOBa Ja OTroBapAT 3asBIEHHETO WJIM MCKAHETO 3a
OCBIIIECTBSIBAHE HAa aIMUHUCTPATUBHATa yCyra, jkajabara, CUTHAIbT WM MPEJI0KEHUETO;
IIPUEMAHE Ha 3as8BJICHUS W PETUCTPUPAHE HAa YCTHM 3allMTBAHMS 10 3aKOHA 3a JOCTBI N0
oOuiecTBeHa MH(pOpMaLus; MpOBEpsABaHE IMBJIHOTATa Ha JIOKyMEHTalusATa 3a BCsAKa
aJIMUHUCTpaTHBHA YCIyra; jaaBaHe HMHpopMaius 3a xoia Ha paloTara IO IpenucKara;
OCBIIECTBSIBAHE Bpb3KaTa C OCTAaHAJINWTE aJMUHUCTPATUBHU 3BEHA IO MOBOJI OCHIIECTBSIBAHE
Ha aJMHUHHUCTPATUBHOTO OOCITy)XBaHE; MPEJAOCTaBsIHE HA UCKAHUTE JOKYMEHTHU 10 3asBEHHUTE
YCIIyTH; IONbJIBaHE HA AJIMUHUCTPATUBHUS PETUCTDHP.

2. IIpe3 2025 r. B nenoBoanara cuctema Ha P/l - [InoBnuB Gsixa peructpupanu o010
10386 Op. nperucku (1,45 % mo-manko ot 2024 r.), 18 norosopa, 316 Op. 3amoBenu 1Mo
neiinoctra. OO6paboTeHn ca 292 3ajgBneHHA BBB Bpb3Ka C H3BBPUIBAHETO Ha
aaAMUHHUCTpaTUBHU yciyru (okoio 21 % mo-manko ot 2024r.). JleliHocTTa € HM3BBHpILIEHA
KAaueCTBEHO, B CPOK U C BHUMAHHUE KbM 3asIBUTEIINTE HA YCIYTUTE.



II. OcHoBHM MeTOaM 3a chbOMpaHe HA MHPopMauus 3a o0paTHA BPb3Ka U 3a
U3MepBaHe HAa yA0BJIETBOPEHOCTTA HA MOTPe0UTeINTe HA AAMUHUCTPATHBHH YCJIYTH.

B PAI' - IlnoBauB ca OCHTYpeHH CJCIHHTE METOJAM W HAYWHU 3a ChOMpaHe Ha
uHpopManus 3a oOpaTHa Bpb3Ka M 32 U3MEPBAaHE HA yJOBIECTBOPEHOCTTA HA MOTPEOUTEINTE
Ha aJ]MUHUCTPATUBHHU yCIIyTH:

l. KyTus 3a MHEHUS U KOMEHTapH, IOCTaBE€Ha Ipe] BXOJa Ha aJMHUHUCTpPATHBHATA
crpanga Ha PJII" - [TnoBnus, rp. IlnoBaus, Oyn. Cankt [letepOypr Ne57;

2. tenedonu, myOIMKyBaHU HA HHTEpHET cTpaHunara Ha P/II" - [TnoBnus;

3. aHKeTHa KapTa, /10 KOSATO NOTpeOUTeNHTe Ha AJAMUHUCTPATHBHHU YCIYTM HMaT
CBOOOJCH JOCTHII B 3BEHOTO 3a aJMHHHUCTPATHBHO OOCIY>KBaHE, KaTO aHOHMMHOCTTa Ha
aHKeTaTa € JOMbJIHUTENEH CTUMYJ 3a IMOTPeOMTEeNuTe Ha aJMUHUCTPATUBHU YCIYTH Ja
n3passT CBOOOJIHO CBOETO MHEHHUE,

4. Bb3MOXKHOCT 32 I10/IaBaHE Ha CUTHAJIU, KaJIOH, MPE/UI0KEeHHs] 1 MHEHHS BbB BPb3Ka
C KauecTBOTO Ha aJMHUHHUCTPATUBHOTO OOCIyXXBaHE IO IOIIA, 4Ype3 KypuUepcKa ciyxkoa,
€JIEKTpOHHA noina uiy JuyHo B [[AO.

I1I. Pesyaratu ot chbOpanaTta uH(opmanus 3a o0paTHa BPb3Ka M 32 U3MepBaHe
HA yI0BJICTBOPECHOCTTA HA NOTPeOUTETUTE HA AIMUHUCTPATUBHHU YCJIYTH.

CpriacHo wi. 24, an. 5 or Hapenbara 3a aaMMHHMCTPaTMBHOTO OOCIYy’>KBaHE
MIPOYYBAHETO U U3MEPBAHETO HA YJIOBJIETBOPEHOCTTA CE U3BBPIIBA MIPE3 Ls1aTa TOJUHA.

[IpoyuBaneTo € HACOUEHO KbM BCHUKH MoTpebutenu Ha yciuyru B PIT" - IlnoBnuB u e
Ha J00pOBOJIEH MPUHIMN 3a ydacTtue. [IpoyuBaHEeTO € MPOBENEHO Ype3 MOIbJIBAHE Ha
AQHKETHU KapTu OT MOTPeOUTENNTEe Ha YCIyrd Ha aupekuusta npe3 2025 r. [lotpedburenure
Ha
aJIMMHHUCTPATUBHU YCIIyI'H UMaT CBOOOJIEH AOCTBII 10 aHKETHUTE KapTH. Te ca JOCThIIHU Ha
MecTaTa KbJIETO Ce M3BBPILIBA aIMUHUCTPATUBHOTO 0OCHykBaHe — Ha rumero Ha P —
[1noBIMB B LIEHTBpa 3a aAMUHUCTPATUBHO OOCIyXBaHe, Pa3loJoKeH B crpaaara Ha P -
IInoBnus.

[Ipe3 2025r. ca nmombiaHeHu 45 Oposi aHKETHU KapTH Ha MsCTO B crpanarta Ha P/ —
[TnoBaus ( 82% moBeue ot 2024r.).

CpenctBara 3a oOpaTHa Bpb3Ka C€ H3IMOJ3BAT 3a NPOyUBAaHE M M3MEpBaHE Ha
YAOBJIETBOPEHOCTTA Ha MOTPEOUTENNUTE OT MPETOCTABSIHUTE aJMUHUCTPATUBHU YCIYTH, KaTO
LIENTA €:

> yJIECHSABaHE TpaKJaHUTE M IOPUAMYECKUTE JMIA TpU I[0JIy4aBaHETO Ha
uHbopManMsg 3a BUAOBETE AJAMHUHUCTPATHUBHM YCIYTM, 32 HEOOXOJIUMHTE 3asBJICHUS IO
oOpaszel ¥ perjiaMeHTHPaHUTE CPOKOBE;

> HO,Z[O6p$IBaHC AOCThIIa OO0 AJMUHHUCTPATUBHHUTC YCIYTH U IIOBUIIIABAHC
Ka4dyC€CTBOTO UM,
> NpeaoCTaBAHEC Ha 3aMHTCPCCOBAHUTC JIMIIA HpO(I)eCI/IOHaJ'IHa KOHCYJITallUA 3a

3aAbIDKUTCIIHUA Ha60p OT JOKYMCHTH, KOWUTO OCUTYpsBAT H3SNBIHCHHUECTO Ha BCJdKa
AIMHUHUCTpATUBHA yCJIyTa,

> HaJeX/Ha 00paTHa Bpb3Ka OT KJIMEHTA U U3BJIMYaHE HA NIOyKa OT HAaIlpaBEHUTE
KOMEHTapH;

> MOBUIIIABAHE  KAa4eCTBOTO HA KpaWHUS MPOAYKT TMpH  PA3IUYHUTE
aMMHHUCTPATUBHU YCIIyTH;

> U3BbpIIIBaHE, U3MEPBAHE U MMyOJIMKyBaHE OLIEHKUTE 32 y/I0BIETBOPEHOCT Ha
KIIMEHTUTE;

[IpoyuBaHeTo € HacCOYeHO KbM BCUYKHU noTpedutenu Ha yciyru B PII - IlnoBaus u e
Ha I00pOBOJIEH MPHUHIIUII 32 Y4aCTHeE.



PesyaraTuTe ca npeacraBeHM B INPOLEHTH, cJel U3BbPIIEH aHAJM3 Ha

MNONIbJJHCHUTEC aHKETHU KapTH:

\ B kakBO Ka4ecTBO MOJI3BaTE A AMHUHHUCTPATUBHUTE YCJIYIH ? :

+ ®uszuyecko auune — 15,56 %
+ Toprosen - 84,44 %
+ HIIO - 0%
+ Ily6anden cextop - 0 %

| JlecHo i oTKpuXTe MHpOPMANHS 32 HHTepecyBaimaTa Bu aaMuuucrpaTnBHa ycayra? :

+ Jla—95,56 %
+ He- 222 %
+ Be3 orrosop — 2,22 %

‘ Ot KkbjE MOJIYYMXTE HH(l)OpMaIII/IH 3a AIMUHUCTPATHBHHUTE ycnyrn? .

OT1 HOopMaTHBHH T0KyMeHTH — 50 %

Ot pa3roBop ¢ HamI CJay:KUTe] HA ,,3eqeH Teaedon” - 0 %
Ot Hamara uHTepHeT cTpanuna — 0 %

Ot ¢ppont oduca ,,Ha exno rume* —0%

Ot KoHCYATAHT - 25%

Lol ko ok

‘ Heo0xonnmaTta Bu nndopmanus 10CTbIIHA M TBJIHA JIH e? :

+ Jla—100 %
+ He- 0 %

‘ Cna3Bar Jiu ce 3aKOHOBUTE CPOKOBE€ 32 NNPCACTABAHETO HA 3asiB€HATaA OT BacC ycﬂyra? .

+ Jla—100 %
+ He- 0%

\ Koii acniekt Ha HammTe yciayru He Bu ynosiaersopsiBa? :

B 44 Opost aHKeTHHM KapTH He € OTTOBOPEHO HA BBIIPOCa.
B 1 Opoii ankeTHa KapTa e moco4eHo ,,IIpocpouena npenucka®.

‘ Koii aciekt Ha HamuuTe ycayru Bu ynosiersopsiBa? @

JI1o0e3H0 oTHOIEHUE HA cay:xkuTeauTe — 71,11 %

KoMneTreHTHO OTHOIIEHHMeE HA cay:xuTeaure - 57,78 %

IIpenocraBsine Ha ycjyrure B cpok — 22,22 %

Ka4yecTBOTO Ha Npe0CTaABIHATA YCJIYIra — AICHOTA, TOYHOCT, TbJIHOTA —
44,45 %

Jpyro, mojst onumere — 0 %

- FHEFF



| KaxkBa e o0mara Bu onienka 3a npeocTaBeHuTe aIMUHUCTPATUBHH YCJIYIH? @

+ HenpuemuuBa — 0 %

+ Ilocpencreena- 0 %

+ Yaosiaersopurenana — 35,56%

+ Hanbano csM 10BoJIeH — 64,44%

PAI' — [InoBnuB wW3MON3Ba W APYTH CPElICTBa 3a chOUpaHe Ha WHPOpMAIUs 3a
oOpaTHa Bpb3Ka M 3a HU3MEpBaHE HA YJIOBJIETBOPEHOCTTa Ha MOTpPeOUTEIUTE Ha
aJMMHHUCTPATUBHU YCIIyTH:

> Hall-ChIIIECTBEHA € poJIsiTa Ha U3HEeCeHUs LeHTbp Ha Tell. 112 kpM UAT. [Ipe3
2025 r. upe3 nwero B P/II' — IlnoBauB ca mocTemuiu 296 Op. CUTHAIH, OTHOCHUMH KbM
TOPCKUTE TEPUTOPHH.

> MOIICHCKA KyTHUS 3a CUTHamu - 3a nepuoja ot 01.01.2025 r. no 31.12.2025 .
ype3 TO3M KaHaJl HE ca IMOCThIWIM CUTHAIM 3a KOPYNLMS CpeA CIYKUTEIUTE B
aJIMMHUCTPALUATA;

> CUTHAJHM, >XKanOW, MPEAJIOKEHUS W MHEHHUs, MOJaJeHH JHMYHO, IO TOIIa,

€JIEKTPOHHA I10111a U Jp.;

[lenTa Ha nDpoy4YBAaHETO M M3MEPBAHETO Ha YAOBIETBOPEHOCTTa € IOBUIIABAHE
KauecTBOTO Ha aJIMUHUCTPATUBHOTO 00CIy>)BaHe u3BbpIBaHo oT P/II" - [InoBaus.

[Ipes 2026 r. PAI' - [lnoBauB 1mie OpoAb/KM Jla ThPCH AKTUBHO MHEHHMETO Ha
NoTpeOUTENUTE HAa a/IMUHUCTPATUBHHU YCIYTH U J]a c€ CboOpa3siBa ¢ TEXHUTE NMPEJIOKEHUs, C
uen nojaoOpsiBaHE HHUBOTO Ha OOCIYyXBaHE U IIOBUIIABAaHE YJIOBJIETBOPEHOCTTa UM.
[TorpeOuTenuTe, HEMPABUTEICTBEHUTE OPraHM3AllMU HA TPaXJaHWTE M OW3Heca, Ime Obaar
yBEJIOMSIBAHU 32 MPEANPUETUTE IEHCTBUA U 3a PE3yATATUTE OT TAX.

[Ipe3 u3mmMHamaTa roguHa HOPOABIDKM TEHACHLUATA MOTPEOUTENUTE Ja IPEANOoYnuTaT
NpEeKHss KOHTAKT 3a JOCTBII JO Yyciayrure. Majka dYacT OT MOTpeOUTeNnuTe Ha
aJIMMHHUCTPATUBHU YCIYT'H NpOSIBABAT aKTUBHOCT Jla JaBaT OIEHKAa Ha OOCIIy’BaHETO, aKo
M3pUYHO HE ca MOMOJICHHU 3a TOBA, BBIIPEKHU Ye, IOCThIIA 10 CpeAcTBaTa 3a 0OpaTHa Bpb3Ka €
JIECHO JOCTBIIEH U CBOOOIEH.
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