
- AO6PO vnPABAEHIIE

qacr I. OEtqA ]4HOOPMAqhg

B paMKure Ha npoeKr BG05SFOP001-2.009-0167-C01 "nosnuaaaHe Ha rpar(AaHcKoro yqacrhe B

MecrHure norrr4rrKh no ynpaBneHue xa ornaAulrre" npe3 Meceq AeKeMBpx 2019 r. npoguxaaa

npoBexAaHero Ha rpaxAaHcKo xa6npAeuue Ha repuropr4gTa xa O6qrxa Bra4ran, $otcycrpauo

Brpxy chcTeMaTa 3a ynpaBneH[e Ha oTnaAtqhTe.

fpaxAaHcKoro ua6aoAenre ce npoBexAa or eKun or rpaxAaHcKr Ha6lpAarenu - Ao6poeoruu,

nop6panu nph cna3BaHe Ha xopx3oHTanHlare nphHtlnnr 3a HegonycKaHe Ha AucKprMhHauxn,

paBeHcrBo MeXAy nonoBere, paBHo yqacrue, KaKTo l4 nhnca Ha xon$nurr Ha HHTepeo4 cbc

crpyKryplrre, Kor4To qe 6uAar o6err na na6npAexue.

3a or,{erHrg nepuoA 6qxa npoBeAeH[ 3 rpax4ancrn ua6noAexltn np cna3BaHe Ha

paapa6oreHara MeroAonorrq, orqereHa e cneAHara crarrcr!4Ka:

npoBeAeHx rpar(AaHc!(r Ha6rrtoAeHxt

O6u{ 6poil Ha6nrcAeHrq 3a Meceqa 3

Ha6nnAenue Ha Mgcro t4 l4HTepBo c norpe6nrelr Ha

ny6ruuuara yoyra no ynpaBneHhe Ha ornaAbq[re

3

[4HTepBo c npeAcraBrren Ha rpaxaaHcKoro o6tqecrao, MeAI4tl, 0
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EBPoflEr4CrM Cbr03
EBPonEt4CX!1

cor.uAnEH ooria

rtt

T) rrlEH Aor(,lAr
OT IIPOBEAEHO TPAXIIiAHCKO HAEIIK)AEHIIE

HA nvS,lltqHATA vCIvrA nO ynPABIEHIIE HA OTnAAbqhTE

3A MECEq AEKEMBPIi 2019 r.



EBP0nEt4CKt4 Cbr03
E8P0nE!,lCKl,,l

c0l.ll.1ArE H ooHA K.,PO YNPABAEHT4E

ApyrH noTpe6HTenh Ha ny6nHqHaTa ycnyra

oHa6noAeHue

crpyKryphre,

ornaAbqure

Ha MflCTO 14 UHTepBo C npeAcraBhTenu

BKnrcqeHu B qt4Kbrla no ynpaBneHhe

HA

HA

3Ha6noaexrs, ocbuecrBeHl4 r,re44y 7.00 r 19.00 qaca

0Ha6roAernr, ocbqecrBeHu r"rexay 19.00 h 7.00 '{aca

2Ha6nrcAexrc, ocb[uecrBeHr4 npea pa6orurre 4xu

1Ha6no4enrn, ocbqecrBeHh npe3 noLlt4BHl4Te AHLl

0Ha6npAenrn, npoBeAeH!4 B nr4norHa 3oHa 1

0Ha6npAenus, npoBeAeH[ s nhnorHa goHa 2

0

1Ha6noAeHus, npoBeAeHr4 e n notHa eoHa 4

1

1Ha6nnpeunr, npoBeAeHr e nuaotHa aoHa 6

r{afi II. PE3Y,ITATI,I OT OCbIqECTBEHI4TE TPAXAAHCKH HA6NK}AEH}If,

npe3 Meceq AeKeMBpr4 2019 r. ca npoBeAeHu Ha6rpAenun Ha Mscro 14 l4HTepBrc c npeAcraBHreflu

Ha cneAH!4re npeABaphrenHo rgerry$raqupanv rpyn[i 3 xa6l0Aexhc c norpe6urenu aa

ny6nHqHara ycnyra.

1. Pe3y,rrarn or xa6nroAexus Ha Hccro x xHTepBrc c norpe6r'tre,rrl na ny6anvtara

ycflyra no ynpaBIeHHe Ha oTnaA]qlTe
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i

Ha6nrcgexNr, npoBeAeHH B nurlorHa 3oHa 3

Ha6ao4exrn, npoBeAeHh B nt4r'torHa 3oHa 5



EBPOnEtlCKl,l Cbl03
EBPonEt4Cr0l

cotI4A,EH 00t{ ft.,,'
YNPABAEHT.IE)

I. ExroB ornaAbK - cbcronHxe r oqeHKa

or npoBqeHuTe na6ta4euun ctzr,i, ecHq qe noBegeTo or noTpedurenuTe ua ny6nuunara yctyra

t4343s*tf HeyqoBnefBopeHocr Or 6pon, Cbn,nHuerq O6e a a pa3nOtOxeuuerO ua rOureinepure

aa 6t4ToRt4 ornagb4u.

CbcroqHhe, 6pofi, uecrononoxeHl4e, o6eM Ha KoHTe ueprre aa 6nroel,t ornaatqu1

2

FpaQrx (rccrorara) xa cu6rapane xa 6rroerl otnaAtr

1cu,tKt4 t4HTepBpt paHu norpeantenu 4$rAT, qe qeCrOTaTa aa Adupaue ua durOeun Orna,qbK e

pegbK u He orroBirptt Ha HpK/lhre ua norpdurenurg ueo6xo4uuo e rpQurcr 4a @ onrt MuSapa

ao6pasao ayst<gure Ha HacereHtlero.

3

4

II Pa3AerHo cr6npaHe Ha ornaAbq}l - cbcrorHl,le ]t oqeHKa

CrcroeHhe, 6po , raecrononoxerre, o6elt xa rolreixeprre 3a pa3AenHo cu6rpaxe Ha ornaAtLt,l

flo.nuuHcTBot"o or t4HTepBpt4paHure nOrp$urenu Cno4engr, qe cnope4 Dx oT pa34eJtqoro A6upane

HgMa CMUCbL tzi rarO OrgenUnTe BWOBe OT1aAUU Ce CMeCBitT B 1BerAure rOAreinepU, KaTO 49tto

norpe'urenure a Ha n HeH e, ue 6pon ua roureiuepure 3a pa34enHo c'b6t paHe Ha orna4bqtr e

HeAOCTATbqeH, a pa3noroxeHuero l4M He oTroBapg Ha H]dqlt|re Ha HaceneH ero.

2 fpa0nK (,{ecrorara) sa pasaenHo cu6rpaxe Ha ornaabLth

npu npoBqeHure ua6nn4euun or TeKyquq Meceq ce otfunBBa 3aAaBOLCTBO Or qeCTOTaTa Ha

c'b,HpaHe Ha pae4enHo cz'paanre omaqb4u oTro&)pe Ha HlDt<rlt re ua norpe6utenure a pationa.

OTHOTUeH!4e Xa nOrpe6rrennTe KbM pa3AenHOTO Cb6hpaHe Ha OTnaAlqnTe OT OnaKOBKl4 ,r Ha

6,roornaAtq!4Te

8 peJy.nrar Ha npoBeaeH re npei Mece4 4eKeNBpt4 2019 r, Hadro4eHue orHoBo ce oru Ta no4Kpena

3a wrpat<4aHero Ha opraHftupaHa c aeMa 3a pa3AerHo cb6 paHe ua 6uopalrpaguuu u

6uoornaAt4u Ha repqTop4rTa Ha o6t4hHa BtrAuH, Kato c nptropuTeT ce nor3Ba qeHTpAJIWhpaHara
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MoHltropuHf Ha troJllttnrl u 3axouoaateacrgo"

tti

CbcroeHhe 14 Kanaqt4Ter xa cuerocu6npaqa r cMero!43Bo3Baqa rexHhKa

B panKure Ha rery4ure na6np4enus H ro qHo or HTepBoupaHure nt 4a He MoKe aa Aage o4eHKa

3a cbcrosHuero Ha rexHuKara 3a cqerocz5upaue u cuero 3Bo3BaHe.

Hanrqhe Ha HepemaMeHT paHt4 cMerhqa, cnpaBrHe c rtx?

hHTepBDt4@Hnre nu4a nocottBt r Hanuvue Ha HepernaaeHTupaHu cMeraqa Ha cteaHure Mecra:

. noKpaiHuHure Ha enara;

. B partoHa Ha Aa@Mnoe t! oKoro fNHa fu3a B guH;

. 3aA Mara3hH ,,@peu') oxono crna40aere Ha oKC.

_t

3
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c cfe&4 a uMeHHo: paaqenHo 66t paHe u t|3Bo3aHe Ha cbdpaHu.n arepua/t,4o ,HaanaqugTa 3i,

KOM1OCT\4FHe Ha PASO a\4AUH, O.\aK@HO no@rrreruTe oT cerara u3BbH o6l4uHcKafl 4e47bp

nrunoqt tar AoMauHoTo KoMnocTuFHe.

III fpaxAaHcKo yqacrle - cLcrorHre ]l oqeHxa

1 Hanhqe nl4 e rpaxAaHcKo yqacrhe B npoqeca no ynpaBneH[e Ha ornaAtq]1Te h KaKBo?

l7o Bpe4e Ha Hadnp4eqonra npes AeKe Bpu 2019 r. uHrepBpt4@Hnte ntrua cno4en r, qe He

pa3noraraT c ,qocTbn ,4o HWHara uM uH@pqaque oTHocHo ynpaBl@HueTo Ha oTnaab4uTe. AKo

tTo.oraerf ratk ait/ To rn e norweHa no He@p areH nbf - gpel nosuarL npu.srenu, r,reAt u. Hanara

ce MHeHuefq qe H@pMa4 rr4 Kaaer4a ynpaaneHuero Ha orna,qbquTe He e no4HffeHa B

noAxoAgt4 Bw Ha rpasraaHure nuncaa .nffeH , hyHKqt4oHaneH aocTbn Ao Het ,

2 CxcreMa 3a noAaBaHe Ha c[rHalr4 A xan6\ cBbp3aHh c ynpaBnexhero Ha ornaabltnre?

npu noBeqero HadnpAeHun He Moxe Aa 6bge AaAeHa o1eHtk 3a aetiaBaqara cucre a a noaaBaHe

Ha c rqinu n xan64 7'bti KaTo taKt Et He ca no4aBerHtr.

ry oqeHKa Ha eQeKrxBHocrra x eQxKacHocrra Ha ycryrara

1 CTeneH Ha yAoBnerBopeHocr or KaqecrBoro Ha yciyrara?

Bba acr,tKu npoBqeHu Ha6rpaeH s t HtepBpt4paqure ,uqa aaBirr aaoaont4renHa o4eHKa (3 -
3aAOEOrhrenHo) 3a KavffTBoTo Ha nry4ocraRgHam ny6tthqHa ycnyra no ynry eHue Ha ofnaibqure

u a Ha HeH e, qe TaKca 6uroeu orna4t4u He Koptrnouatpa c Kaq€faoro Ha npet4ocraBrHaTa

yotym. lTorpdurenure ca Ha MHeHue, qe AertaBaqara cucreqa 3a HanaraHe Ha rno6n u HaKa3aH s

ae e eQexruana n He npetqnorara npeBeHqus Ha HapyueH e.

CnrHa,lx x npenoprKr

1 noAaAeH nt,t e cnrHan stt HapyueH]ie npr4 npeAocraBrHero Ha ycnyrara?

8 pa Kure Ha npoweHure Ha6moaeHt , e noaaaeH c rua, a Har qae Ha HepemaueHrupHr,r

cuerm4a KparT fpdHa 6a3a ItqtiH t4 Aapa noe,

2 AaAeH[ nh ca npenoprKx 3a noAo6peBaHe KaqecrBoro Ha ny6nxqHara ycryra?

uHrepaon@Hure nnla omryBer cnqHute npenopbKu aa no4dpf,aHe Kaq&TBoto Ha ny6rnqHara

yanyra:

1. Aa ce yBent qt| 6pe Ha qBerHt re KoHreiHepu a FqtenHo cbapaHa ornaAb4tt, a Aa ce

MOTUBnpar XOPra 4a CbaUpaT U rcXAbpltqr paqenHo;

2. fryhurcr a cqerocb6upaHe Ha rsbpat4Te auroau ornaAtqn Aa ce fecru u aa ce ynnnq

6pon u o6eua ua KoHTeiHept re a TE orna4t4n,'

v,



EBPonEt4CKt4 Clt03
EBPOfIEI,ICK,I

cor.l[AnEH oor'tA

J 5PO YNPABAEHI,IE

3. 4a ce opraHu3ury cucreqa a aaupue u 3Bo3aaHe Ha 3ereH re orna4bqu R ceflara t4rt1

Aa ce @a4a4ar KoHretiuepa .a 4onauuo Ko nocrt paue;

4. Aa ce noeuwa uu@puupuanta Ha HacereHuero qpes npoBoKAaHe Ha p1rcHuren4'l

KatqnaHh A nOB IaaBaHe Ha pa3yt"rHoro OfltOIaeH e Kblq OmaAUtfile;

5, Aa ce npoBex<4a nxtonHeH Ko4rp, u pa ce uanarar rno6u Ha Hapyturen te;

6. Aa ce cnqh 3a Hep€ntaueHruryHu cuertt4a t 4a ce peart pa Ha curuant re Ha rry)t<AaHhre;

7. 4a ce abryar Qauaaoau w , .qpyru cra yru aa reru, Kouro ct6upr a hg(Rbpntr

pa3aetHo,'

8. Aa ce BbBqe Bt'ra Ha6np4eHue xa .npodneuuu nsra') a ua uapyuurenure Aa ce Ha.narar

cepuoexu rno6n,

ApyrH KoMeHTapr, 3aKrHrqeHre

ttt

vr.

B Fzytrar Ha nporyeHure HadnoAeHr.tn nrys Mffeq,4eKeMBph 2019 r. Karo 49ro ce orvhra

3 oBorutenHa oqeHKa Ha npoBerqaHata nornruKa rro ynpa EHt e Ha omagb4ttre e Odt4una

8rl4uu. B npeqeaure aa6nogeuun e orlura aqoaonhre.flHo Kirtt€rao ua nydnuvuara yotyra no

ynryanerue Ha oma4bq re t4 e ompdBer KoHapyrruBHu npenoptru sa nogo6pneaue Ha yctyrar4

BK,nto.t&t4t4 uati-eeqe onrunr.r,t4ryNe na rpQura a cuerat6npne, yre qaBaHe Ha 6po, Ha

c'b4oBere 3a rRbp4u 6uroeu orna4t4n t 3a pa3AerHo cb6ryHu ornaAb4u, BbBot(laHe Ha

an4aua6aa4euue e n@nenxu .nH a Ha.narzrHe Ha cepuogHu aHruluu 3a Hapywurerhre. Karo

MnpKal Koflro Aa lqonpaH$e 3a no-P3yMHo ofHoueH e Kbr4 oTna4bqore ce nruuara n BbBot(AaHero

na Quuancoau u 4pyru auuynu a no@urenare.

Or crapra Ha rp)t(AaHcKoro ua6na4euug BbB BctlttKt4 Aocera npoaqean na6na4enun, e ti3ryssait

KareropuqHa no4Kpena 3a Bbaot(AaHero Ha opraHtxl4paHa ctraer,ra 3a paalenHo a6upaxe u

tBN3BaHe ua 6nopasrryAuuu u 6uarn4uq4 Karo c npuoputer G no.n3n qeHrparusrpaHaa

cucreua, np Ko.qro e Ha.n qe pa34erHo cb6uryHe 3Bo3BirHe ua a6paann Mareptra.lt Ao

Haara4 erz| 3a xoqnocrt4@He Ha PASO BtlguH.

8bB Bcu,tKtl Ha6no4eHu, uHrepBp paH re nuqa a Ha MHeHhe ,ae Aeticrpqara c aeqa 3a

HararaHe na rno6u HaKaaHun e aee$exrueua u He npeAnonam npeeeHqw, Ha HapyuEHus.

Gpt oEH npo6neu npogbnxaBa Aa 6bAe nuncara Ha aAeKareH Aocrbn Ao noAxoAgqa u

Aocrarbqua unQopna4un, cabp3aHa c ynpaBreHue Ha ornaab4tlte, Koero cu,ltHo 3arpyAHnBa u

Bb3nryn9raaa ytacruerc, Ha rqx4aHnre B npq& no ynpaa.aeHt e Ha otna4b4 h npunaraHeTo Ha

ny6nutnure nonuruxu.
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t|acT III. O6OEIIIEH]4E }I OqEHKA HA PBYNTATI,ITE OT OOPMY,f,PT4TE 3A OSPATHA

BPb3KA OT NOTPEEI4TENITE HA NYENhqHATA YCNYTA NO YNPABNEH]'IE HA

oTnAArqt.lTE

llpes gexer'rapr 2019 r. ca nonbnHeHr 10 Qopuynnpa aa o6parxa Bpb3Ka or norpe6urern na

ny6arvuara ycnyra no ynpaBaeHhe Ha ornaAbqure. Cttqnre ca o6o6ulexu u aHanv3upaH\ B

p$ynrar Ha Koero ca nonyqeHu cneaHHTe pe3ynTarx:

Crarrcm,ma:

60 o/o ot norpe6urenrre ca qacrHr4 nutp, 4O o/o ca lopHAHqecKu nuqa. Ihncear npeAcraBxrenh

Ha hHcr[ryuhH.

Ha -ronsu 4ar or notpe6rrerrre, cnoAenrflh MHeHHero ce, e ro314 Ha 3aerrTe a cQepara na

Kynrypara - 40 o/o, 20 o/o ca 6eepa6oruu nuqa.

llo ornouenre Ha Brspacrra noroBhHara pecno4eHrr4 ca Ha Bb3pacr Melqy 56 r. r 65 r.

50 o/o or norpe6rtenure ca B4cuucrn, ocraHaflHTe 50 o/o ca cbc cpeAHo o6paaoaanre.

flo orHoueHre Ha KoHKperHhre Bbnpoct4 ata Qopmyarpa, e npeAocraBeHa creAHara o6parxa

Bpb3Ka:

1. 3anosxar r[ cre Kox [Hcrrryqn]|, Ha KaKBo reprropxarHo HltBo, 1l ar

orroBopH(rcTr tl KoMnereHqrn a @epara Ha ynpaBreHle Ha ornaA]qrre, ct acHo

HOp aTIBHITe arroae?

60 o/o or norpe6nrenure 3arBrBar, qe no3HaBaT v{CrvryqtA!/'Tet aHraxupaHh c ql4Kbfla no

ynpaBneHhe Ha ornaAtLure. floaei{ero or rrx 3aqBqBar, qe roBa e o6quxara.

30 o/o or norpe6lrrearre He ca 3ano3Harh c orroBopHHTe rHcTr4ryuhh a coepara Ha ynpaBneHHe

Ha oTnaAbqhTe.

2. KaKBa e o6qara Bx oqeHKa 3a KaqqcrBoro xa ny6arrxara yclyra no ynpaBreHxe

Ha oTnaAtqxTe Ha replrop[era Ha o6q1lHa BrAux?

60 % or norpe6urerrre AaBar nocpeAcraexa o6ula oqeHKa 3a KaqecrBoro xa ny6nrunara ycnyra

no ynpaBneHhe Ha ornaAbqhre s o6utHxa BnArn. 40 o/o AdBdT yAoBflerBophTenHa oqeHKa.
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3. Kax oqeHqBare ponsra Ha orroBopH}lre xHcr]lryrlrx 3a ynpaBleHxe Ha ornaAtqrre

3a cbsAaAeHara oPraHlBaq[e ]l KaqecrBo Ha ycnyrara no c er(rb6rpare r
cr{eTor3Bo3BaHe Ha TB}pAxre 6]lrosr oTnaALqr?

40 o/o ot noTpe6r4Ten Te AaBaT 3aAoBoflhTerHa oqeHKa 3a KaqecTBoTo Ha ycryraTa no

cuerocu6rpane u cMeroh3Bo3BaHe Ha rBbpAr4Te 6rroan ornaArqr. l-lo 30 o/o Ad1dr Ao6pa h

uHoro 4o6pa oqeHKa.

4. Kar oqexnsare porera Ha orroBopHl{Te xHcrxryqxx 3at cb34oA€Hdri opraHx3aqm x

Kar{ecrBo Ha yclyrara no c}rerocb6xpaHe x crero[3Bo3BaHe Ha pa3Aelno cr6paHxre

oTnaALqx oT onaKoBKx?

30 0/o ca Ha MHeHhe, qe opraHx3aq!4gra no cuerocs6vpa{e h cMeTor43Bo3BaHe Ha pa3AenHo

cb6paHxre oTnaaburl e MHoro 4o6pa, Apyru 30 o/o - Ao6pa, 20 o/o AaBar 3aAoBorHrerHa oqeHKar h

ocraHanlTe 20 o/o - aoua.

5. KaK oqexeBare porera Ha orroBopHxre [Hcrxryqxx 3a cb3A3AeHara opraxx3arqx, x

KaqecTBo Ha ycnyraTa no noqrcTBaHeTo 1,l noAJ4plxxaTa Ha 3eneHlre nroulx Ha

Tepfiop[f,Ta na o6qrxa BrArx?

50 7o Ct,tnrar, qe OpraH 3aqhrTa u KaqecTBOTO Ha ycnyraTa nO noqhcTBaHe H noAApbxKa Ha

qeneHHTe nnoulh e Ha 3aAoBoflurenHo Hr4Bo. 30 o/o AaeaT Ao6pa oqeHKa, no 10 o/o - ,ror.ua h MHoro

Ao6pa oqeHra.

6. Kax oqenssare polcra Ha orroBopHxre [H61{Tyq}rH 3a cb3AaAeHara opraHx3arqxs }r

kaqecrBo Ha ycnyrara no noqlcrBitxero t,r nogJqpb)r(Kara Ha ecrara 3a o6qecrBeHo

nor3BaHe s O6rqrrxa BlrArx - nroulaAx, arer, neuexoAHr 3oHx ,r Ap.?

70 o/o 3dABABdr, qe KaqeCTBOTO Ha ycnyraTa no noqucTBaHe h noAApbxKa Ha MecTaTa 3a

o6qecrBeHo non3BaHe e 4o6po, 30 o/o - 3aAoBon TenHo.
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c0r.1ilAnEH o0HI ft",,,
YNPABAEHl,ilE

8, Kax OqexcaaTe poncTa Ha OTTOBOpHrilTe xHCTxTytUlx 3a Cb3AaAeHaTa OpraHll3aq[t 1{

Ka.{scrBo Ha yclyrara no cHerono'{tlceare s O6qrxa BlrAlrH?

40 o/o ot norpe6urennre cnoAeflgT, qe cHeronoq crBaHeTo B O6quna BuflhH e 3aAoBorlhrenHo,

30 Yo - qe e 1OUO, Apyr4 20o/o - Ha MHO;O 4O6pO uraO, a 10 o/o CLluTaT, qe CHerOnOqhCTBaHeTO

eua 4o6po uueo.

9. Kax OqexsaaTe po,|f,Ta Ha OTnOBOpHllTe xHcTl,lTyqlir]r 3a Cb3AaAeHaTa OpraHrl3aq],lc

no npeAoTBpaTrBaHe Ha HepernareHTlpaHoTo rsxatpanxe/o6eaaperKgaHe/x3rapeHe

xa ornaArqr?

40 0/o or norpe6urenrre ca Ha MHeHue, qe cb3AaAeHaTa opraHr43aqh, 3a npeAorBpareBaHe Ha

HepernaMeHr4paHoTo t43xBbpnqHe r o6esapex,4aHe Ha OTnaAbqt4 e 4o6pa. 30 o/o clasrar, qe rn e

MHO;O 1oga r He npeAnonara npeBeHqug, 20 o/o cnoA€ngT, qe Tq e Ha roulo unao, a 10 o/o - 11a

3aaoBon TerHo Hl4Bo.

10. KaK oqeHcBaTe porrTa Ha oTroBopHlTe 1{HcT]rryq1{1{ 3il cb3AiAeHdTa opraHl3aq[f,

no noqr,rcTBaHe Ha He3aKollHl,l cMeTlr.ua, aKo TaKl'tBa ce AonycHaT?

llorOauHara OT peCnOHAeHrHTe AaBaT nOUa oqeHKa 3a CBAaAeHaTa OpraH 3aqhfl nO noq cTBaHe

Ha He3aKOHHh CMeTXqa, 30 o/o - 4o6pa oueHKa, a 20 o/o ca Ha MHeHue, qe o6qhHaTa e cb34afla

MHOrO flOUa OpraHh3aq qTa.

11. KaK OqeHrBaTe pontTa Ha oTrOBOpHxre xHcTxTytlxx 3a Cb3AaAeHaTa OpritHxllitqrf,

1i; KaqecrBo Ha ycrlyrara no cb6xpaHe, r3Bo3BaHe, onorporBopgBaxe, o6elepexgane

Ha crpolrerlHx ornaAuu?
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7. KaK OqeHsBaTe portTa Ha OTTOBOpHITe llHcTxTyqrx 3it Cb3AaAeHaTa OPraH[3aq]|g ]i

KaqecTBo Ha ycJryraTa oTHocHo noqIcTBaHeTo }l ]toAJ4pbxKaTa Ha yI[.{HxTe n,aTHa?

40 o/o ca Ha MHeHue, qe noqhcTBaHeTo noAAbpxaHeTo Ha yflhqHr4re nnaTHa e Ha Ao6po HI4BO,

Sa 30 o/o Tt e Ha 3aAOBOnHTerlHO HI4BO, 20 o/o CguTaT, qe TO e IOuo U eABa 10 o/o - MHOro AO6po.



EEPonEr,rcM cbr03
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50 0/o or norpe6hrenhre nocoqBar, KaqecTBoro Ha TperxpaHe Ha cTpoHTenH Te ornaAbqu e Ha

3aAOBO1XTeAHO H14BO, nO 20 o/o Cqg1;at, qe To e MHoro Ao6po u loglo, a l0 o/o - Ha AO6pO H14BO.

12. Kax oqeHgBare porf,Ta Ha ornoBopltrTe xHcrlrryqxx 3a cb3AaAeHard opriaHnSaqxt

x KaqecrBo Ha ycnyrara no ct6[paHe, H3BO3BaHe, TpeTlpaHe, o&3Bper(AaHe Ha

onacH, oTnaAbqx?

40 o/o cy|gtat, qe KaqecrBoro Ha TperhpaHe Ha onacHh oTnaAbqr4 e Ha MHOrO AO6pO HI4BO, 30 o/o -

Ha 3aAOBOn renno, 20 o/o - Ha flouto HHBo u 10 o/o - Ha MHOrO rOtlJO HI4BO.

13. KaK oqeHrBare pornra Ha orroBopH[Te ]lHcrxTyql|x:li cb3AaA€Hdra opnaH[3aqHs

1{ kaqecTBo Ha ycnyraTa oTHocllo o6e3Bpex(gaHgro 1l AenoHrpaHeTo Ha oTnaAbq[Te?

fionoB]tHara or pecnoHAeHTr4Te cqhrar, '{e yolyrara no o6$BpexAaHe H AenoH paHe e Ha

3aAOBOnHrenHO H!4BO, nO 20 o/o Cuntat, qe e Ha Ao6po la MHoro Ao6po Hl4Bo, a 10 o/o cd Hd

MHeHhe, qe yuyrara ce npeAnara B ,lotllo KaqecTBo.

14. C[rrare rtx, qe pa3mepbr Ha :Fnrat4axara or Bac rarcir 6[ToBx ornaA]qx e

aAeKBareH Ha npqMaraHara yclyra?

50 o/o OT norpe6 TenhTe 3agBrBaT, qe pa3MepbT Ha TaKCa 6hrOau OrnaAtqx e BhCOK cnpsMo

npeAocTaBgHOTO KaqeCTBO Ha npeMaraHaTa ycnyra. 20 o/o Ot peCnOHAeHThTe cM'TaT, qe

orroBapg Ha KaqecrBoTo, Koero ce npeAocraBt. 20 o/o ca MHeHhe, qe TaKcara rp96Ba Aa e no-

BhcoKa, a 10 o/o ne MoraT Aa npeqeHqT.

15. B KaKbB cpoK pearxpar orroBopHxre xHcrrlryqxr Ha [oAaAeH crrHar 3a Harrq]le

Ha KOHKpereH npo6reH?

60 0/o or norpe6xrenuTe cnoAeflrr, qe orroBopHhre n\ClnryLlnn He pearHpar cBoeBpeMeHHo npH

noAaAeH curHan 3a Hafl qhe Ha npo6neM, cBlp3aH c oTnaAbq[Te, 20 o/o ca Ha MHeHhe, qe

uHcr ryqHure Bbo6ue He pearupar. EABa 20 o/o or pecnoHAeHrure cMflrar, qe hHcruryqHure

pearupaT B 3aKoHoycraHoBeH f, cpoK.
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17. Xenaere rtx Aa noAaAere clrHan 3it HapyueHtre nplr npeAocrilBtHero Ha

ycnyrara?

flpe4ocraeenu ca ctarHan[:

. B K-c ,,Xuuud' 6r. 196 e rp. Brgrx uMa caMo 4 xo$r, Koxro BHHaru ca npenutHeHh h

npenraaixu, 3aMbpctBar qenun pa ox x napKhHr e pafioxa;

. r4HoopMaLlHtra no r. 16.

18. Kaxer npenopbKx 6rxre aanr fir noAo6prBaHe KaqecrBoro xa ny6ln,rxara

YCwr:a?

llorpe6rrerrre ca npeAocraB]4nI4 creAHr4Te npenopbKr4 3a noAo6pnBaHe KaqecrBoro Ha

ny6nrvnara ycnyra:

. flpeABhAeHhre no 3aKoH rno6u Aa ce Hararar u Aopu Aa ce noBuuar;

. fipoaexAaxe Ha no-uJrpoKa uuSopuaquoHxa KaMnaHhs perynqpHo npeAocraBeHe Ha

aKryanHa rx$opuaqun Ha rpaxAaHme;

o Ceoespe[4eHHo Aa ce noq]4crBa cneA BAhraHe Ha ornaAbqhre;

o fla ce no4o6pra ochrypeHocrra c ronrefixepr B cenara unr Aa ce yBemr{x qecrorara Ha

l,l3Bo3BaHe;

o [a ce yBen[qr 6pon na roHrefiuepure 3a ornaAbqr4 e o6qtaxcrhn qeHTbp 14 HacerleHhre

MecTa h3BbH Hero;

o [a ce cneAh 3a HaBpeMeHHoro x3BbpuBaHe na ny6nu,rxara ycnyra;

o [a ce noBhrlJh qecrorara Ha h3Bo3BaHe Ha ornaAbqr4Te.
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16. Axo 3Haere 3a cbqecrByBaHero Ha HepernalEHTl,tpaHo cMerl{qe Ha rePlroplif,Ta

Ha O6ut[Ha BrArH, ]rorr nooor{ere KtAe c€ Ha ]lpa:

florpe6rrennre ca nocoqtanr 3 uepernauerrrpaHh cMeruu{a Ha reprropt4gTa Ha o6qt,tHara:

. no nrrs 3a c. Pynqh;

. B aeuarqero Ha c. AHTt4MoBo;

. B rp. Bngun, yn.,,BnaArrrua" N46.
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Kouexrapr x Baxrx)qexre no nPqg(rcraaexara o6parxa nnQopr,raqlr:

B peynrar Ha nonbflHeHrre r o6o6qenr @opr,rynnpra aa o6parNa Bpb3Ka c norpe6r-renrre Ha

ny6nrvHara ycnyra ce crhra Ao !43BoAa, qe Karo qqno norpe6rrenure AaBar yAoBnerBopureaHa

oqeHKa Ha KaqecrBoro na ny6nuvuara ycnyra. 60 o/o or rlX AaBar nocpeAcrBeHa o6qa oqeHKa 3a

KaqecrBoro Ha ny6nHqHara ycnyra no ynpaBneHue Ha ornaAtqrre e o6quna Bugux.

EonuuHcrBoro or norpe6rrenvre cMtrar, qe pa3Mepbr Ha raKca cMer e no-Bl4coK or KaqecrBoro,

KOeTO nonr{aBaT. npeAocraBeHu ca KoHKpeTHr c!r',r{anu 3a Hapyu.leHu, H HepernaMeHTHpaHo

r43xBbpngHe Ha OrnaAbul4, KaTo npaBH BneqaTneHhe, qe nonyqeHaTa hHQopMaqxg B rongMa

creneH ce npHnoKphBa c uuQopuaqunra, Ha6paHa no BpeMe Ha rpax(AaHcKl4re Ha6flpAeHue.

npeAcraBeHu ca KoHKperHH npenopbKt4, Kot4To cnopea norpe6rrearre tt1e AonpuHecar 3a

noBhuraBaHe KaqecrBoro na ny6nuvnara yoyra, $oKyct4paHu ocHoBHo Btpxy rbBKaBocrra Ha

ycnyrara u npeAocraBrHeTo fi oT crpaHa Ha orroBopHlTe uHcruryulnu cbo6pa3Ho Hy)(ArTe Ha

noTpe6!4TenxTe r cuo6paauo aKryanHnTe ce3oHHh HID(AI4. OrnpaBeH!4Te npenopbKl4 oqaKBaHo

BKlpqBar cbulo 14 npeAnoxeHH9 3a: yBerHqaBaHe 6pos Ha KoHTeXHepHTe 3a ornaAbqH x

qecroraTa Ha r43Bo3BaHero uM, npoBexAaHe Ha r4HoopMauuoHH[ KaMnaHl4H, ocbuecrBflBaHe Ha

KOHTpOn n HarafaHe Ha cTporu caHKqrh.

qacr IV. OCHOBHI4 KOHCTATAql,ll,l ],t AHArll,l3 HA PE3YATATHTE OT IPDKIIiAHCKOTO

HASNK,AEH],IE h OEPATHATA BPb3KA OT NOTPESI4TENITE

B pesynrar Ha npoBeAeHHTe Ha6npAeHr4g npea Meceq AeKeMBpr4 2019 r. raro qeno ce orqhra

3aAoBonurenHa oqeHKa Ha npoBe4aHara nonrrhKa no ynpaBneHre Ha ornaAbquTe B O6qrHa

BraAr,rn. B npoBeAeHure xa6nrcAeHnc ce orqr4Ta 3aAoBonurenHo KaqecrBo xa ny6nu,lnara ycnyra

no ynpaBneHxe Ha oTnaAbllr4Te.

Or crapra Ha rpaxAaHcKoro sa6arcAeHve, BbB Bct4t{Kt4 Aocera npoBelenr xa6npAenrr, ce

[3pa39Ba KarerophqHa noAKpena 3a BbBexAaHero Ha opfaHrchpaHa cucreMa 3a pa3AenHo

cb6hpaHe !4 r3Bo3BaHe xa 6raopaarpa4uuu tt 6uoornaAbqu, Karo c npxoprrer ce norBBa

t
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ueHTpanrchpaHara crcreMa, nph Koero e Hanr4qe pa3AenHo cu6upaue h u3Bo3BaHe xa cu6paxun

Marep a,l Ao r4Hcranaqurra 3a KoMnocfl4pane na PAEO BuArx.

Bre achqrr4 na6rpaexrs HHTepBor,ipaHxre nhqa ca Ha MHeHHe, qe AeXcreaqara cHcreMa 3a

HararaHe xa rno6r 14 HaKa3aHhg e Hee$erruaua H He npeAnonara npeBeHuuc Ha HapyueHur.

Ceproser npo6aeu npoAbnxaBa Aa 6rAe runcara Ha aaeKBareH Aocrbn Ao noAxoArqa t4

AocrarbqHa rr$opuaqrn, cBbp3aHa c ynpaBfleHhe Ha ornaAbLlhre, Koero o4nHo 3arpyAHrBa u

Bb3npengTcrBa yqacrhero Ha rpaxAaHure B npoqeca no ynpaBneHxe Ha ornaAbLll4 14

nphnaraHero na ny6nnvxnre nonuT Kh.

SoaurrHcreoro or norpe6urerrre, cnoAeflunr ceonra o6parua Bpb3Ka 3a KaqecrBoro Ha ycnyrara

no ynpaBfleHhe Ha ornaAbuhre a O6utuxa BHAIH AaBar yAoBflerBopurenHa o6ula oqeHKa 3ir

KaqecrBoro xa ny6nrvxara ycnyra. noBeqero ca Ha MHeH e, qe pa3Mepbr Ha raKca cMer e no-

BhcoK or KaqecrBoro, Koero nonyqaBar. flpeAcraeext4 ca KoHKperHh cnfuanu 3a HapyueHur 14

HepernaMeHT[paHo h3xBtprlrHe Ha oTnaAbqh, KaTo npaBH BneqaTneHue, qe noflyqeHara

r,rxQopr.raqrn B ronrMa creneH ce npxnoKphBa c nHQopraaqurra, xa6rpaxa no BpeMe Ha

rpaMaHcKHTe Ha6npAeHuq. [lo epeue na ua6rrcAeunsra n Qopmynnprre sa o6parna BpBKa ca

oTnpaBeH, KoHcTpyKTxBHr4 npenopbKl4, Kol4To ce cBexAaT Ao yBenr'{aBaHe npoBexAaHeTo Ha

rxQopuaqnorxo-MoruBaquoHHr4 KaMnaHr4[ ruM o6qecraexocrra 3a orroBopHo orHouJeHr4e I
noBeAeHHe KbM oTnaAbqr4Te, ocbr.qecTBrBaHe Ha crpor KoHTpon I HarraraHe Ha caHKqhr,

yBenhqaBaHe 6pon na cbAoBere 3a ornaAbqh, BbBexAaHe Ha QrHaHcoer crvt'r'ynq MoHTr4paHe Ha

ahAeoHa6roAeHre e npo6neuurre 3oH14.

V13

Maprn Benuroea

PbKoBoAhren EK n or rpaxAaHcKr4 na6no4arenr
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