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I. BbBEAEHITE

O6uecrseHzTe :nauracu u oqaKBarrkrfl. Ha rpax(AaH[Te u 6ugneca rtnr o6rquHcKara

aAMr,rHlrcrparrys. npu aAMlrHprcrparuBHoro o6crryxnane pr ueo6xoAuMocrra or noAo6prnane

Ha 6usHec cpeAara Harrarar HoBo [peocMr,rcJrtHe Ha noJrHTI{Kara Ha o6ulIaHcrata

aAMr,rHrrcrpar\ufl, B Ta3Lr o6nacr. Ts ue Synrqzonvpa caua sa ce6e cla, asapa4v rpalKAaHrITe,

orcrpaHrsafixr MaKcr{MuurHo ycJroBr4rra sa KopyrIIHt. Farupaftru ce Ha 4o6pnre

enponeftcru npaKTr,rKu, aAMHHHcrpaIIr4flTa cneABa Aa [ocraBs Karo KrrorroB MoMeHT B

Aeitcrsusra cv yAoBJlerBopeHocrra Ha norpe6urens, Ha ycJryrara.

B O6rylrHa Csuqon aAMuHtrcrparrrBHoro o6cryxnane ocHoBHo ce I43BbpIuBa B

ZnQoprvraqrroHeH rIeHTbp 3a aAMuHr,rcrparnBHLI ycnyru. Tofi ce HaMHpa Ha raprepa B

clpaAara Ha aAMlrHHcrparlH.rrra, c ocurypeH AocrbII 3a xopa c yBpex,qaJc^ufl'. Pa6orHoro

BpeMe Ha crrynerrerlure n I4I{AY e or 8.001o 17.30 qaca 6es npeKbcBaHe.

B cnyraure, Koraro e cnyxe6Hlrre [oMeIrIeHHfl,uMa norpe6nreJru Ha aAMIaHHcrpaffvrBHV

ycnyrr4 B Kpar Ha o6sseHoro pa6orHo BpeMe, pa6orata Ha 3BeHoro npoAbJlxaBa Ao

lpr{KrroqBaHe Ha rflxHoro oocnyxBaHe.

HararvreHoBa1vrflTa Ha aAMLtHLrcrparr,rBHI4Te ycnyru BbB BQI,IvKII IlH$oprraaqproHHrl

Marepr,r€uu, KaKTo r{ BbB BcuqKr{ eneKTpoHnu 6azu AaHH}r ce I,I3rIoJr3Bar I'I [onbJlBar B

cborBercrBlre c6c Cnuctra na yHuQr4r\vpanvre HauMeHoBaHnt Ha aAMI4HI'IcrparLIBHI'ITe

ycJryru (CYHAY).

B MHoro cn) rau norpe6ureJrr4Te ce Hy)KAatr or AorIbnHI4TeJIHa Ian$oprvraqvfl Bt.B

Bpb3Ka c rrpoMnHata Ha HopMarrrBHIr AoKyMeHTLI H rlpoueAypu. B I4UAy rpax(AaHl'Ire

noJD raBar roJuMa qacr or HacoqBaulara uH$opntaqnr. CrryxureJllaTe npeAocraBtr

unsoprvraqvrfl pr clpaBKr,r r4 rro rele$oHa orHocHo ABHlKeHuero Ha AaAeHa rlpenllcKa. 9pes

cafrra Ha O6ulnuara ce npeAocraBr I,InQoplaaqHa 3a Aefinocrra Ha O6uluncrara



aAMrlHricrpar\Lrfl, rr BrrAoBere ycJryFlr, KoHTo [peAJrara. 9pes o6sr,euufl. e-mail aApec ce AaBa

Bb3MoxHocr 3a noJD raBaHe Ha BxoAsula KopecuoHAeHllufl, Ao O6rquHcra'ra auv'nHlacrpalll4s.

A4uranucrparr,rBHl4 ycnyru ce [peAocraBtr 14 B ,{Iaperqnr ,,MAT", KbAero ce

o6pa6omar AaHbqHr4 AeKJraparrnrr rro 3MIT; klzrasa AaHbtIHrr yAocroBepeHl,Is uo IOfIK u

3MAT; Kacoeo u 6esracoso o6cryxBa nJrarUaHurra or Quprran u QuruuecKu JrI,Iqa ilo

3MAT; I,Isntpuea peBn3r4v Ha AeKJrapr4paHr,rre AaHHI,I ot Snpvrz u SrasnuecKrl JII{qa no

3MAT; I4:ntpurnailpvrHylrq4reJrHo cr6upane Ha 3aAbrrxenntra no 3MAT c Lr3reKGJI cpoK 3a

lnarrlaHe or $upnaz z $n:N.recKI4 nplqa; Apyrld ycnyru u AefiHocru;

II. IIEJII4 HA AHAJII,I3A

[eficrvuxra 3a u3MepBaHe yAoBrrerBopeHocr-ra Ha rrorpedurerulre Ha aAMI,IHLIcTpaTI,IBHI{

ycnym ce pbKoBoAf,T or cneAHHTe IIenlI:

. Ocnonna qen Ha o6quscxara aAMLrHrrcrpar\vrs, e Aa uo4o6pxea Aocrbna Ao

aAMI4HIICTpaTUBHI'ITe yCnyM H Aa nOBI,IlraBa KaqecTBoTo HM;

. ,{a ylecHu lpaxAaHure Lr rcplrAuqecKr4Te JrI,Iqa rpn [onf{aBaHero na uHQopMaIILrs 3a

Br4AoBere aAMr4HlrcrparlrBHr.r ycnyru, 3a neo6xoAnMI,ITe 3artBIreHlafl, rlo o6pa:eq kl

perJraMeHTr{paH[Te cpoKoBe ;

. [a npeAocraBvr Ha 3ar4HTepecoBanure rpaxAaHI,I npoSecuoHtlJlHa KoHcyJITauvs 3a

3aAbJrxuTerrnvrfl. Ha6op or AoKyMeHTrr, KoI{To ocuryptBar I,I3nBJIHeHuero Ha BctKa

aAMUHHCTpaTITBH a yCJryf a ;

. Brnex,qaHe Ha MexaHpr3Mlr 3a HaAexAHa o6parua Bpb3Ka or KJII{eHTa v vrsBlrvrqaHe Ha

noyKa or HanpaBeHrrTe KoMeHTapu;

o [a noeuurlr KarrecrBoro na rpafinur npoAyKT Ha BrlAoBere aAMnHHcrparI4BHIa ycJlyru;

. ZsnrprrrBaHe, Lr3MepBaHe v rry6nuryeane oIIeHKLITe 3a yAoBJrerBopeHocr Ha

KJIUEHTI,ITC.

III. TI3MEPBAHE YAOBJIETBOPEHOCTTA HA IIOTPEEIITEJII,ITE HA

A,IIMIIHI4C TPATIIBHI,I YC JIYT IT



fpax4annre Ha o6ulnna Ceurrlos vrvrrt Bb3Mo]KHocr rlo BctKo BpeMe Aa v3pa3flT

MHeHr,re qpe3 rrolbJrBaHe Ha aHKera B ueHTbpa, B cailrra ua O6qnna CuEIqon, qpe3

nporrycKr4Te, Kor4To [oJryqaBaT Ha BXoAa Ha crpaAuta, Ha npueMHHt AeH LI nO BC'KaKBI4

Apyru HaTILIHII.

Kaunanufiso ce rpaBlr [poyqBaHe ra ]r3MepBaHe yAoBJrerBopeHocrra Ha [orpe6utenzre.

flparruvecK[ BclrqKrl rcrrlreHTll (QrasnuecKu, rcpuAl,IqecKu nkIIIa v vmcrlrryt\krvr) Morar Aa ce

Bb3noJr3Bar or Bb3MoxHocrra Aa cnoAersr B[eqarJlenvflta cu or o6cnyxeanero I'I ra raI.ar

npe,4rrox(eq6fl. 3a no4o6prnaHe Ha pa6otara c KJIueHTLITe, noJI3BaIqE aAMUHIlcrpa$LTBrrra

ycnyrr4.

IV. AHAJIII3I,IPAHE HA AHKETHIITE KAPTI,T

AnrerHara Kapra cbAbpx(a 11 nrnpoca, .rracr or KoI,ITo ca orKpHTn. Or 28 rpaxgauu,

) racrB€urn B [po]qBaHero 15 or rD( ca llacrHrl JIrIqa, 9 ca rcpI,IAI'IqecKu JII'Iqa u 4 ca

[peAcraBvtr errvr Ha LIHcTHT)IIUU.

OcnonHa qacr or [ocerHTeJrrrre ca noJr3B€lJrI4 TexrII4lIecKLr, a.4vll4HlrcrparvrBlIu yalryrld vr

ycjryr1a no MecrHrr AaHbrIV r,r raKcu; 4 or rrx ca nocerllrn IIeHTbpa uo Bbrlpocu, cBbp3aHI'I c

eKoJrorr,rflTa, a no TpuMa rpaxAaHu ca AoIIIJTH B AeJTOBOACTBOTO 3a CnpaBKa vrJrvl Apyro

/nrupocn, cBbp3aHvr ubc caHrrpaHe Ha arpa4vl .

Ha mupoca ,,B paMKr4Te Ha 3aKoHoBrrr cpoK rut 6erue u3BbprueHa xeJlaHara or Bac

aAMuHr,rcrparrrBHa yclryra" 26 ca Aurr4 rIoJIoxHTeJIeH omoBop, a sa 2 or lpuDKAaHI'ITe,

noJr3B4Jrtr ycJryrara - 3a cbrrlara HtMa cpoK. Ctasa Bbrlpoc 3a ycJryrure, cBbp3aHI'I c

rIoJIfIaBaHe Ha un$opMallnt uo HfIEEMXC.

O6cnyxnaHero Ha FpaxAalvre e Ha H3KJIIoqI,ITeJIHo BlrcoKo HlIBo. Bnruro e, qe 24

lpa)KAaHlr ea Aurn BucoKa orIeHKa cJryXI,ITenI,ITe ca KoMfteTeHTHI'I, ruo6e:nu Lr

BHr,rMareJIsu.4 aHKerupaHkr ca Auwr Apyro MHeHI{e.

B o6o6rqeHr,re Ha ocraHaJrr,rre Bbnpoclr, cBbp3aHn c noJI3BaHe noMoIrITa Ha oO[$'IHcKI4Te

cJry)K14TeJrLr rrpvr rrorrbJrBaHe Ha AoKyMeHTr,r, 6rpsuna na o6crryxBaHe, AocrbrlHocr Ha IIeHara

- MHo3ltHcrBoro or aHKerrrpaHure ca AaJrvr noJlolrnreneu orroBop. Or ugrutroqllTeJrHa



BaxHocr 3a lpaxAaHlrre pr 3a o6rquHcrara aAMlaHllcrparryrfl' e Bb3MoxHoctra 3a

[peAocTaBtHe Ha AoKyMeHTu rlo eJIeKTpoHeH nbT.

flo-ronsprara qacr or rpoKAaHr,rre He loceulaBar qecro vr He non3Bar

aAMr.rHtrcrparuBHnTe ycJryru. Tona e nopaAl4 Qarra, tle qacr or I,I3AaBaHure AoKyMeHTr4 caa

cbc cpoK Ha BaJruAHocT.

Ha nrnpoca ,klvra JrH Herrlo e pa6orara Ha o6quncruta a4vrvrHl4crpaqul, rcoero Bra

Ao[aAa vlrvr He H KaKBo e ro?" 16 or aHKer]rpaHVTe Jrr{qa HtMar sa6enexru KBM KatlecrBoro

Ha ycJryrure. OcraHaJwrreT rrwra r4Mar rrperropbKrr orHocHo MuIrIKI4rr 6pofi rn[Iera, KoI'ITo

Qynrcquonvpat, o6pa-:ynaHero Ha olarrrKr4 u sary6ara Ha BpeMe. flpenopbrlBar rIoAaBaHe Ha

AoKyMeHTr{ rro eneKTpoHeH rrbr, uo,4o6prnane AocrbflHocrra. orqurar Jrvrrcura Ha

acaHcbop, o[rraKBar ce or 6asHo o6cryxnaHe ]1 HenocLrJrnuta 3a rflx ctofinocr Ha raKcara 3a

eKcrrpecHv arMVHvrcrparLrBHV ycnywr. flpe4narar 3a yAo6cmo Ha o6cny)KBaHI'ITe JII'IIIa Aa

6raar HpeAocTaBenra o6pasql{ Ha no-TpyAHure 3a rIorrbJIBaHe AoKyMeHTTI'

20 or aHKerHpaH[Te Jrlrqa HsMar IIpeIIopbKl,I ICbM o6rqnncrara aAMl4Hl4crpar\nfl'.

OcraHalure 3 xenasr [peAocraB{He Ha aAMr,rH}rcrpailvrBnu ycJryrll on-nafin Lr B63Mo}KHocr

3a nnalrlaHe Ha 3aAbJrxeHu.'I no eneKTpoHeH nbT'

v. AEfrCTBI,TE 3A TIOAOBPflBAHE

BoAenn or xeJraHrrero Aa yAoBJrerBopr,rM Hy)KAara Aa 6r!c u3piBeHo MHeHI4e I4 I43BbH

3aAaAeHI{Te B5IIpOCLI, TO B CaMI'It Kpafi Ha aHKeTHUTe KapTu CMe OCTaBUJI. U [One 3a

KoMeHTapu, Bbrrpocr4 Lr 11pe11opbKl4 runr pa6orara Ha O6rqnna Csuqos. B rona6nHalll4f, c

aHoHlrMHocrra Ha aHKerara re AaBar Bb3MolKHocr 3a [o-roJltMa cso6oAa rlpu Lr3pa3tBaHe Ha

MHeHIIe oT cTpaHa na norpe6LITeJIlITe Ha aAMLIHLIcTpaTHBHIa ycJryrl4'

BI,IHTepecHapeaIII43I,IpaHoTonpoytlBaHevH3nbJIHeHueHa3aJlox(eHaTaIIen

[ocraBeHr 3altaLtvr e Aa or6elexraM, rle aHarll43br Ha loJryqeHure orroBopl'I' MHeH]rt

vl

U

KoMeHTapu AoBeAe Ao orrrr.rraHe BLrcoKo HI,IBo Ha yAoBJlerBopeHocr Ha uorpe6ureJll4Te Ha

aAMHHr,rCTpaTr{BHH ycnyru, npeAocTaBsHu

uAof.

or O6uruna CsuuoB, KaKTo rr B qacrHocr or



B rcpar Ha rracrorrs{r arraJrrr3 HeKa o6o6qna, qe npo) IBaHOTo rr3rrbJrrilI ocHoBHara clr

qen - agMepBane HrrBo rra yAoBlrerBopeHosr, Ho n 6e ycmnoBerro noBlrmaBarre oqenKara or

cTpaHa Ha rpaJKAaHrrTe 3a noAIomBKa Ha c[yrorre[ETe na o6Iqurta

Cauqon, Tf,xrrara *Wo*',n""f rra$raca npr cnyxe6err KoHTaKT.

Crcnr llapaurxeBoB -,{npertop Anperuur,,^AIIHOyTIEB':
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