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l. YBoga.

HacrosmusaT gokmam € M3roTBEH Ha OcCHOBaHMe wwi. 24, an. 8 ot Hapenbara 3a
aaMuHucTpaTuBHOTO oOciyxBane (HAO) u e cbo0paszeH ¢ BopTpeninure npaBuia 3a oOpraHu3aus
Ha JIeJIOBOJHATA JAEHHOCT M JOKyMeHTooOopora B MHctuTyTa mo orbpana ,,IIpodecop LlBeran
JlazapoB“(MO), o0siBeHn cbhC 3amoBea Ha aupekTopa Ha uHctuTyra Ne 27/14.01.2022 r., BBB
BpPb3Ka C BbBEJICHOTO HOPMATHBHO M3MCKBaHE 3a M3MEpPBaHE U YNPAaBICHUE YJIOBIETBOPEHOCTTA
Ha ToTpeduTenure.

JloknaabsT BKJIIOUBAa MHGOpPMALKSA 3a ISIJIOCTHHS MPOLEC IO OPraHM3aIs, U3ITbIHCHUE U
OTYHTAaHE Ha JEHHOCTHTE, CBBpP3aHU C TOJy4aBaHEe Ha oOOpaTHa BpB3KA M H3CJIEIBaHE Ha
yIIOBJIETBOPEHOCTTA HA MOTPEOUTENUTE HA aJMUHUCTPATUBHU yCIyrH, npenoctaBsiHd or MO u
Ipy CHa3BaHe Ha W3UCKBAHMUATA Ha MeToAoNorusATa 3a H3MEpBaHE M YIpaBICHHUE Ha
YIOBJIETBOPEHOCTTA Ha MOTpeduTenure, ogoopena ¢ Pemenne na MC Ne 246/2020 .

[lpes 2022 1., B CBHOTBETCTBHE C HOPMAaTUBHU u3UCKBaHUs B Hapenbara 3a
anmuHUCTpaTuBHOTO oOCy*)Bane (HAO), B O ce u3nosisBa AHKETHA KapTa OT JBETE IUPCKIIUU
B MO: J[lupekuus ,BoenHa crangaptuzanus, kadecTBo M ceprudukauus” u Jupexuus
,,/I3MUTBaHNS W KOHTPOJIHH HM3MEPBAHHMS Ha BHOPBKEHHs, TEXHWKAa W uMymiectBa“. Cepmara e
nyOarKyBaHa Ha HHTEpHET cTpaHunaTta Ha O B pazzaen ,,Ycnyru™.

ITpe3 2022 r. 1O paboTenie 3a U3NbIHEHNE Ha OOIIUTE CTAaHAAPTH 3a KAUeCTBO, IOCOUYCHH
B [Ipunoxenne Ne 7 kbM uit. 20, an. 1 or HAO, kakro cnenpa:

1. Cranpmapt 3a ocurypsBaHE Ha TOJIXOMSIIN YCIOBUS W JOCTBITHOCT B CIIy)KEOHHTE
MOMENICHHSI, B KOUTO CE€ OCBHIIECTBSABA aJIMUHUCTPATUBHO OOCITYKBaHE;

2. CranpapT 3a NMOAIbpKAHE Ha aKTyaJHa MHQpOpMalus 3a JOCThIIA O CIyXeOHUTe
MOMEINICHUS, B KOUTO CE€ OCBIIECTBABA aIMUHUCTPATUBHO 00CTYKBaHE;

3. Cranpmapt 3a ocurypsiBaHe Ha Oe3IUIaTHa HHTEPHET BPB3Ka;

4. Cranmaptr 3a uWIeHTHQHUKANWS HA  CIY)KATEIUTE, KOUTO  OCBHIIECTBSIBAT
aJIMUHUCTPATUBHO 00CITYKBaHE;

5. Crannapr 3a cria3BaHe Ha ITpaBUiIa 32 KOMYHUKAIUS C TOTPEOUTENHUTE;

6. CTanmapt 3a CpoK 3a OTTOBOP Ha OTMPABEHH 3allUTBAHMS OT OO XapakTep;

7. CranmapT 3a M3MO0J3BaHE HA ONPOCTEHH M JIECHH 3a TOMBJIBaHE OOpasly W/WiIn

bopmyIspu.



MO npunara u 100BJIHUATEIHN CTaHAAPTH 3a KAU€CTBO, KAKTO CJIE/IBA!

Cranpmapt 3a opraHuzanysi Ha aJMUHUCTPATHBHOTO OOCIy)KBaHE Ha NPUHIMINA ,,eIHO
rume”. V3MepBaHeTO W aHAJIM3HPAHETO HA YJIOBJIETBOPEHOCTTa HA MOTPEOUTENUTE Ha
aJIMMHHUCTPATUBHH YCIIYTH MUMaT 3a IeJI:

- [la ce ynecHAT moTpeOUTENUTE MPH MOTyYaBaHETO HAa MPodeCHOHATHA KOHCYATAUS 32
BUJIOBETE aIMUHUCTPATUBHU YCIYTH, 32 33bJDKUTEIHUSA HA0OP OT TOKYMEHTH, KOUTO OCUTYpsIBaT
U3MBJIHEHUETO Ha BCSKA OT TIX U 32 PErJIAMEHTUPAHUTE CPOKOBE;

- Ja ce mpenocTaBu HaaexkaHA 0OpaTHA Bpb3Ka OT MOTPEOUTEIUTE HA AAMUHUCTPATHUBHU
YCIIYTH KaTO ChLIEBPEMEHHO CE€ YChbBBPIIEHCTBAT MEXaHU3MUTE 3a TOBA;

- Jla ce mooOpu nocthna 10 aAMUHUCTPATUBHUTE YCIYTH U /1a C€ MOBUIIM Ka4eCTBOTO HA

AJIMUHUCTPATUBHOTO O6CJIy}KBaHe.

I1. MeToau 3a oﬁpaTHa BPBb3Ka, H3I0JI3BAaHMA 32 U3BbPIIBAHE HA OLICHKA Ha

Y/I0BJIETBOPEHOCTTA HA NMOTPeOUTEINTE.

3a wu3MepBaHE YJOBICTBOPEHOCTTa HA MOTPEOMTENUTE Ca MPHIOKEHH YacT OT
3aIJDKUTEIHUTE METOIM 3a 00paTHa Bpb3Ka, periaMeHTUpanu B uil. 24, an. 2 u 3 ot Hapenbata
3a aJIMUHUCTPATUBHOTO O0OcimykBaHe W MeTomonoruss 3a HW3MEpBaHE U yIpaBJICHHE Ha
YAOBJIETBOPEHOCTTa Ha nmoTpedbutenure, mpuera ¢ PMC Ne 246/10.04.2020 r., kakTo ciefBa:

® U3BHPUIBAHC HA AaHKCTHU IMPOYYBAHUA,;

® NIPOBEX/IaHE HA KOHCYJITAIIUH ChC CIY)KUTEIIHTE;

® CUTrHaJiv, MpECAJIOKCHUA, ’KajI0u U TOXBaJIU

I11. ITIpoBeneHo npoy4yBaHe Ha y/10BJIeTBOPeHOCTTAa HA noTpeduTeauTe B MO — nannu

U pe3yJTaTH.

[Mpes mepwoma 01.01.2022 - 31.12.2022 r. HUO e mpemocraBwio 27 Opos
aIMUHUACTPATUBHU YCIYTW Ha moTpeOuTenu (M37aBaHe Ha CIyKeOHM OEJeKKH W OTTOBOpP Ha
3asBJICHUS 32 IOCTHII 0 oOmecTBeHa nHpopmarms). MO u3BbpIBa yciuyru kato cepruduimpane
Ha TOPOAYKTH M H3JaBaHE Ha cepTU(HUKATH. 3a TOCOYEHMAT MEpUoja obpaTHaTa BpbB3Ka C
MOTPEOUTENUTE € OCHIECTBEHA YPe3 MOITbIBAHE HA AHKETHH KapTH — 38 Opost.

1. M3BBbpuIBaHE HAa aHKETHM NpOy4yBaHWsA. AHKeTHUTE npoyuyBaHus B MO ce m3BbpuiBar

LIEJIOTOIUIITHO, Ype3 MOIMbJIBaHE Ha AHKETHA KapTa, 0 KOATO morpedutenute Ha yciyru or MO



“MaT CBOOOJICH JOCTHII HAa WHTEPHET CTpaHHWIlATa HA aJMUHUCTpAIMATA, KAKTO W HA XapTHUEH
Hocuten. Hacouenu ca kbM Bcuuku motrpedurtenu. [IpegocraBeHa € B3MOXKHOCT BCEKH IKeEIAeIl
Jla TION'BJIHA AHKETHATa KapTa | Ja S MPEJOCTaBU Ha OMPEACIICH CIIY>)KUTEN WU Ja c€ MOMBIHU Ha
uHTepHET cTpaHunara Ha MO. AHKeTHaTta KapTa € aHOHMMHA W HE JaBa BB3MOXXHOCT 3a
uaeHTU(GHUIMpPaHe Ha MTOAATEeNIsA, OCBEH aKO TOW caM HE C€ € JICTUTHMHUPAJL.

[Tpe3 2022 r. pe3ynraTure OT AHKETHUTE KapTH ca C OLEHKa “OTIMYHO” U ,,MHOT'O J00pOo*
obciyxBane. OIeHSIBAT BHUCOKO KOMIIETEHTHOCTTAa W OTHOIICHHUETO HA CIYKUTEIHUTE KbM
notpeburenute. Karo o6nacT Ha mogoOpeHre He ca OTIPAaBEHH MPETIOPHKU.

2. IlpoBexmaHe Ha KOHCYNTalMu cbC chayxkutenure. CbC  CIYKUTEIUTE OT
aJIMHHHCTPATHBHUTE 3BCHA, OCHIIECTBIBAIIN aIMUHACTPATUBHOTO OOCITY»XBaHE, CE€ M3BBPIIBA HA
nosryroaue. KoHCyaTanuuTe ce MpOBEXAaT OT JTUPEKTOpa Ha TUPEKIHS ,,AJIMUHUCTPATHBHO H
(UHAHCOBO OCHUTYpsiIBaHE™ M B TAX y4acTBAT CIYKUTEIUTE, HA KOUTO € BB3JI0KEHO U3MEPBAHETO
Ha yaoBieTBopeHocTTa Ha morpedutenure. C ornen daxra, ue MO He mpemocTaBs H3ISIIO
aJIMHHHUCTPATHBHH YCIIYTH, & € OPTaHU3alNs 32 HAYIHH U3CIICABAHUS, HAYIHO-TIPUIIOKHA JICHHOCT
W HAYYHO-TEXHUYCCKO OCHUTYpsiBaHE B WMHTEpec Ha OoTOpaHaTa Ha CTpaHaTa, KOHCYJTAIUS ChC
CIy>)KUTENIUTe € HampaBeHa mpe3 mecen ronu 2022 r. Ha Hes ca oOcheHU BIEYATICHHUSATa HA
CIY)KUTETUTe OT WHPOPMAIMOHHUTE W3TOYHUIM, TION3BaHM OT TMOTpeOuTenuTe Ha
aJIMHHHUCTPATHBHH YCIIYTH, C 1IeT Ja ce uacHTudumupa HehopmamHaTa odpaTHa Bpb3Ka, C KOSITO
BCEKH OT TSAX pasrojiara B pe3yyiTaT Ha CIIYKeOHUTE CH 3aJIbJDKeHUs. B3emaliku mpeasu ooemMa 1
BHUJAa HA CIPABKUTE, KOUTO H3BBPIIBAT, MO TAXHO MHEHUE HMH(]OpManusTa, MpeJocTaBeHa Ha
uHTepHEeT cTpanunata Ha MO e gocratbuHa W pa3bupaema OT MOTpeOUTENHUTE Ha
aJIMHHHUCTPATHBHY YyCIyTH. Karto 110 MpeKuTe BIECUATIICHUS Ha CIY)KHTEIUTE, aHTaKHUPaHHU C
aJIMHHHACTpATHBHO 0oOcmyxBaHe B MO ca, 4e moTpeOuTennTe Ha aJMUHHCTPATHBHHU YCIYTH ca
JIOBOJIHH OT MPEAOCTaBIHOTO KaYeCTBO HA OOCITyKBaHe.

3. AHanmu3 Ha CUTHANM, TpeIoxKeHus, xanou u moxsanu. [Ipe3 2022 r. 8 MO He ca
MOCTHIIBAJIM CUTHAIIM, TPEIJIOKEHHUS, KAIOW W TOXBaJIM BHB BPB3Ka C aJIMHHHCTPATHBHOTO
obciyxBane. [TocTHIHIUTE MOXBAIM OTHOCHO aMUHUCTPATHBHOTO OOCITY’)KBaHE Ca B yCTEH BU U

Y4acT OT HOI'bJIHCHUTE AHKETHU KapTHu.

IV. AHa/iu3 Ha He00X0AMMOCTTA OT NPHJIATaHeTO HA KAPTOBM IVIAIAHMSA,
BHE/IPSAIBAHETO M NMPUJIATAaHETO HA PA3JMYHU HAYMHM 32 IJIAlaHe OT CTPAHa Ha

NOoTpeduTeIUTEe HA A/IMUHNUCTPATUBHH YCIYTH.

B MO He ce u3BbpiIBaT KapTOBM IUIALAHUS 3a NIOJy4yaBaHE HAa BUAA yciayra. Y CIyTuTe 3a

M3TOTBSHE HA 3aBEPEHM KOIUS M MPEMHCH OT apXUBUPAHU JIOKYMEHTH U CIy>KEOHU OETEeKKU ce
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npenocTaBsT 6e3Bb3Me3iHo. [IpenocTaBsHeTo Ha nHGoOpManusa Ha 4 Op. 3anUTBaHUS MO 3aKOHA 32
JOCTBI 10 MHGPOPMAIUS ¢ ONMpeeIeHo 3amianiane, ceriacio Hapenoa Ne H-1 ot 7 mapt 2022 r.
3a ompejesiHE HAa HOPMATHBHU 3a 3alUlalllaHe Ha Pa3XOJUTe IO IMPEIoCTaBsiHE Ha OOIlIecTBEHA
uHpopMalug M 3armoBe]] HA MHHHCThpa Ha (PUHAHCUTE, HO CTOMHOCTTa € TBBPAE Mallka U
obcimyxkBaneTo Ha [IOC-TepMUHAIHO YCTPOMCTBO HE € HEOOXOIUMO, KOWTO ChIIIacHO 3aKOHA 3a
OrpaHMYaBaHE Ha IUTANIAHUATA B Opod Ja Hajlara M3IOJI3BaHE HAa KapTOBW IUTALAHUS U HE
000CHOBaBaT BHEJAPSBAHETO W MPUIATAHETO HA PA3IMYHU OT TE3W MO OAHKOB MHT IUIANIAHUS
(KapTOBH U APYTH).

[TnamanusTa 3a U3gaBaHe Ha cepTU(UKAT ce M3BBPIIBAT MO OAHKOB MBT, KOETO CHIIO €

HeoOocHOoBaHO 3a [IOC-TepMUHAITHO YCTPOICTBO.

V. Hean Ha UHCTUTYTHT 110 0OTOPAHA OTHOCHO

aIMUHUCTPATUBHOTO 00CTy:kBaHe npe3 2023 1.

Bbnpekn nuncara Ha HOCTBIMIM CUTHAIM M KanOu mnpe3 KajneHgapHata 2022 1. u
OTJINYHATa OOpaTHA OIEHKA 3a CIY)KUTEIHUTE, 3aHUMAaBaIlll Ce C aAMUHUCTPATHUBHO OOCITy’KBaHe,
npe3 2023 r., MO mie npoabinku 1a ThpPCH aKTHBHO MHEHHETO Ha MOTPEOUTENUTE, KaTo 3a IenTa
111e TOMYJspU3Mpa U HAChPUU MPEAOCTABSIHETO HA 0OpaTHA BPb3Ka OT MOTPEOUTENUTE.

[le ce cwp3nane mo-modpa opraHu3anus MOTPEOUTENUTE Ja MOMbIBAT OHJIAWH AHKETHaTa
KapTa Ha uHTepHeT cTpanuiiara Ha MO.

HpI/I HaJIUu4Yue Ha HU3MCHCHUSA U OOIIBJIHCHUA Ha Hapez[6aTa 3a AaIMHUHUCTPATUBHO

o0ciykBaHe 111e Ob/ie 0OHOBEHA M MHTEPHET cTpaHuliata Ha IHCTUTYyTa o oTOpaHa.



