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TOJIMIIEH JOKJAJI

3A OIIEHKA HA YJOBJIETBOPEHOCTTA HA IOTPEBUTEJIMTE OT
KAYECTBOTO HA AJIMUHUCTPATUBHOTO OBCJIYKBAHE ITPE3 2024 r.

WznenauTenna arennust no ropure /MAI/ mocraBs kaTo €IuH OT HPUOPUTETUTE B
pa0oTara cu yJO0BJIETBOPEHOCTTa HAa (PM3UUECKU U IOPUIUYECKHU JIMLa OT aJIMUHUCTPATUBHOTO
obciryxBaHe. B m3nbiHenue Ha uin. 24 ot HapenOata 3a afiMUHHCTPAaTUBHOTO OOCITy’>KBaHE €
M3rOTBEH U HacTosius ['ouIen qokiaj 3a OlleHKa Ha YJJOBJIETBOPEHOCTTA Ha MOTPEOUTENUTE
0T aAAMUHHUCTpAaTUBHOTO 00ciyxBaHe B MAI npe3 2024 r.

I. OO0ma wHpopManuss OTHOCHO AaJAMHMHHUCTPATHBHOTO OOCIy:XBaHe B
M3nbiaHnTeIHA areHuus 1Mo ropure:

1. AAMUHHCTPAaTUBHOTO O0CIyKBaHE Ha (Qu3ndecku U ropuauuecku iuna B UAI ce
OCBIIIECTBSIBA IIPU CIIa3BaHE Ha MPUHLHUIA ,,00CTyXBaHe Ha €AHO ruie”’. OyHKIMUTE HA T.Hap.
»OPOHT o¢duc” ce u3NBIHABAT OT CIY)XHUTEIUTE B OTAen ,YOBEmKU pecypcu H
aJIMUHUCTPATUBHO OOCIyXBaHe”, aupekuus ,lIpaBHO — aAMUHUCTPATHUBHM JEHHOCTH™.
AJMUHUCTPATUBHUTE YCIYTH CE€ MPENOCTABAT IIPU CIIa3BAaHE HAa yCIOBHUETO ,,6[JMH BXOJ U €IVH
u3xon” — TpenocTaBsHe Ha WMHGOpMalMs 3a aJAMUHUCTPATUBHUTE YCIyTH; OTrOBapsiHE Ha
3aUTBAaHUSA OT OOIl XapaKTep W HAaCOYBAHE BBIPOCUTE MO KOMIIETEHTHOCT; pa3sCHSBaHE
M3HCKBAHUATA, HA KOUTO TPsiOBa /1a OTrOBapsAT 3asBICHUETO MM MCKAHETO 3a OCBIIECTBSBAHE
Ha aJMUHHCTpAaTUBHATa ycCiyra, »andara, CUTHAIbT WIM MPEUIOKEHUETO; IpUEMaHe Ha
3asBJIGHUS U PETUCTpUpaHE Ha YCTHHU 3alUTBaHUS 1O 3aKkoHa 3a JOCTHI 10 OOIIEeCTBEHA
nH(popMalus; TpoBepsiBaHE MBJIHOTaTa Ha JOKYMEHTAlusATa 3a BCAKa aJMUHHCTpaTHBHA
yciyra; 1aBaHe MH(opMaIus 3a Xo/1a Ha paboTara 1o NMpenuckara; OChIeCTBsIBaHE BPh3KaTa C
OCTAaHAJIMTE AJMUHUCTPATUBHU 3BEHA IO IIOBOJ OCBIIECTBABAHE HA aJMUHUCTPATUBHOTO
oOcityBaHe; MpeloCTaBsiHE Ha MCKAHUTE JOKYMEHTU IO 3asBEHHUTE YCIIyTH; MOI'bJIBaHE Ha
AJMUHUCTPATUBHUS PETUCTHP.



rpa)KI[aHI/ITC HMAaT BB3MOKHOCTTA 3a MOJABAHC HA 3ad4BJICHUA, CUTHAJIN, TPCAJIOKCHUA,
KanOu M JOKYMEHTH Ha pbKa — upe3 ,,ppoHT oduc™; Mo eICKTPOHEH BT Ha aapec: 1ag@iag.bg
, To momara; upe3 Cucremara 3a curypHo enekponHo BpbuBaHe /CCU/, karo mubopmarus
MOJKe JIa ce OTKpHE M Ha MHTepHET cTpanuiara Ha MATD Ha agpec: http://www.iag.bg .

2. Ilpe3 2024 r. B nenoBoanara cucrema Ha AL Osixa peructpupanu obmio 32 152
npenucku, 239 gorosopa, 1 292 oOuu 3anoBeau, 638 3anoBean 3a KOMaHIUPOBKA B CTpaHaTa,
50 3amoBeau 3a MEXIYHAPOJHH KOMAHIUPOBKH, 23 CIIyKEOHM OCJIECKKH W ITHJHOMOIIHU H
npyru. JIeWHOCTTa € M3BBPIICHA KAYeCTBCHO, B CPOK M C BHHUMAaHHE KbM 3asSBUTEIHTE HA
ycnyrute. [lonpoOHa cnenmanu3zupana nHGopMaIus Moxe 1a Ob/ie OTKPUTA B MTyOJIUKYBAHUST
lNogumen nokian 3a aeitHoctTa HAa MAD Ha MHTEpHET CTpaHUIIATa HA areHIUATA Ha aJpec -
http://www.iag.bg/docs/lang/1/cat/4/index .

II. OcHoBHM MeToaM 3a chbOuMpaHe Ha mHopMauusa 3a o0paTHa Bpb3Ka M 3a
U3MepBaHe HA Y/I0BJIeTBOPEHOCTTA HA MOTpe0uTeINTe HA AIMUHUCTPATHBHHU YCJIYIH.

B W3nbenautenna arcHuus 1o ropuTre ca OCUrypeHu CJICIHUTC MCTOAHW W HAYWHH 3a
C'L6I/IpaHe Ha I/IH(l)OpMaI_[I/ISI 3a o6paTHa BPpb3Ka U 3a U3MCPBAHC Ha YIAOBJICTBOPCHOCTTA Ha
HOTpe6I/ITCJII/ITC Ha aAMUHUCTPATUBHU YCIIYTHU:

1. Kyrus 3a MHeHMs M KOMEHTapu, IOcTaBeHa mpe] Bxoxa Ha lLleHTspa 3a
aJIMUHUCTPATUBHO OOCIyXBaHe B MUHHCTEPCTBOTO Ha 3emejenrero u xpanure /M3X/, rp.
Codus, 6yn. Xp. bore Ne 55;

2. renedonu, MyOIMKyBaHH HAa MHTEPHET cTpaHunara Ha AT

3. aHKeTHa KapTa, J0 KOATO IMOTPEOUTENUTE Ha AJAMUHUCTPATUBHU YCIYI'M HMaT
CcBOOO/IEH JIOCTHII B 3B€HOTO 32 aJIMUHUCTPATUBHO OOCIY’KBaHE U HAa MHTEPHET CTPaHMIIATA Ha
areHIusTa, KaTo aHOHMMHOCTTA Ha aHKeTaTa € JONBJIHUTEIEH CTUMYJ 3a NOTpeOuTeNuTe Ha
aJIMMHHUCTPAaTUBHU YCIIYTH J]a U3PA3ST CBOOOHO CBOETO MHEHHUE;

4. Bb3MOXKHOCT 3a MMOJ[aBaHe Ha CUTHAIIHU, KallOH, MPEATI0KEeHUsI U MHEHUS BbB BPH3Ka C
KauecTBOTO Ha aJMHHHCTPAaTUBHOTO OOCIyXBaHE IO IIOIlA, Ype3 Kypuepcka ciyxoa,
eJIeKTpOHHA nouia wiu au4Ho B [{AO.

I1I1. Pe3synTaTu ot chOpanaTta nangopmManus 3a o0paTHa Bpb3Ka M 32 H3MEpPBaHe HA
YI0BJIETBOPEHOCTTA HA NOTPe0UTeTUTEe HA A/IMUHUCTPATUBHY YCJIYTH.

CornacHo un. 24, amn. 5 or Hapenbara 3a agMHHHCTPaTUBHOTO OOCIy)XBaHe,
[IPOYYBAaHETO M H3MEPBAHETO HA YJOBIETBOPEHOCTTA C€ M3BBPIIBA Ipe3 LisjaTra TOJUHA.
[IpoyuBaHeTO € HACOYEHO KbM BCHUKU MOTPEOUTENN HA YCIYTH B areHIUsTa [0 TOPUTE U € Ha
N0OpOBOJIEH NPUHIMI 3a ydacTue. IIpoydBaHeTo € MpoBENEHO upe3 MOIbJIBAHE HAa AHKETHU
KapTu OT NOTpeOuTenuTe Ha yciayrn Ha areHuusara npe3 2024 r. [lorpeOutenurte Ha
AIMUHUCTPAaTUBHU YCIYT'd UMarT CBO60)I€H JOCTBII 1O AHKETHUTE KapTH. Te ca JOCTBHIIHHU Ha
MecTara, KbAETO Ce M3BBPIIBA AAMUHUCTPATUBHOTO OOCHykBaHe — Ha rumero Ha MAI B
LEHThpa 3a aJIMUHUCTPATUBHO OOCIyKBaHE B mpuemMHarta Ha M3X, pa3mojiokeHa B crpajaTa
Ha MUHHMCTEPCTBO Ha 3€MEEINETO U XPAHUTE, KAKTO U HA UHTEPHET - caiTa.

CnOpanute aHKETHUTE KapTu ca o6mo 38 Op. , MOMBJIHEHN Ha MACTO B Crpajgara Ha
HAT.
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CpenctBara 3a oOpaTHa Bpb3Ka C€ H3MON3BAT 3a MpPOy4YBAaHE M H3MEPBAaHE Ha
YAOBJIETBOPEHOCTTA Ha MOTPEOUTENUTE OT MPEAOCTABIHUTE aIMUHUCTPATUBHU YCIYTH, KaTo
Lenra e:

> YIECHABAaHE TPAXKIAHUTE M IOPUAWYECKUTE JIMLA IPU II0Jy4YaBaHETO Ha
uHbopManKsa 32 BHJIOBETE aIMHHHUCTPATUBHH YCIYTH, 32 HEOOXOAMMHUTE 3asBICHHS IO
o0pasel U perJsaMeHTUPaHUTE CPOKOBE;

> 1nojoOpsiBaHe JoCThIAa 1O AJAMMHHUCTPAaTUBHMTE YCIYTM M IIOBHILABaHE
Ka4yeCTBOTO UM;

> TMpenoCTaBsHE Ha 3aMHTEPECOBAHHUTE JHIA NpOo(ecHoHanTHa KOHCYITALUs 3a
3aIbJDKUTENIHAS HAa0Op OT JOKYMEHTH, KOUTO OCHTypsSBAaT M3IBJIHEHUETO Ha BCAKa
aJIMMHHMCTpaTHBHA YCIIyTIa;

> Hajex/1Ha oOpaTHA Bpb3Ka OT KJIMEHTAa U M3BIMYAHE HA IIOyKa OT HalpaBEeHUTE
KOMEHTapH;

> TIOBHIIABAaHE  KA4eCTBOTO HAa  KpaliHMs  NOPOAYKT IIPU  Pa3INYHUTE
aAMUHUCTPATUBHU yCIIYTH;

> HU3BbPHIBAHC, HU3MCPBAHC H HY6HI/IKyBaHe OLCHKHUTC 3a YIOBJCTBOPCHOCT Ha
KIIMCHTUTC.

[IpoyuBaHero € HacoyeHO KbM BCHUYKM moTpeOutenu Ha yciayru B MAI u e Ha
JNO0OPOBOJIEH MTPUHIIMII 3 Y4aCTHE.

WAT uznonsBa u Ipyru cpeicTBa 3a chbOupane Ha uHbopMalus 3a oOpaTHa Bpb3Ka U 3a
M3MEpBaHe Ha yJOBJIETBOPEHOCTTA HAa MOTPEOUTENNUTE HA aIMUHUCTPATUBHU yCIYTH:

> Hali-ChILECTBEHA € PojIsiTa Ha U3HeceHus LeHThp Ha Tei. 112 xem UAI. Ilpe3
2024 r. ype3 Hero ca mocThiuau 6 387 Op. CUTHAIM, OTHOCUMH KbM TOPCKUTE TEPUTOPHH,
karo 3 217 Op. OT TAX ca MpemnpaTeHd MO KOMIIETEHTHOCT M KBbM APYTHM WHCTUTYIIWH.
OcniiectBenu ca 3 826 Op. NpoBepKH HAa MACTO OT CIY>KUTENIU 0 TopuTe B Pernonannute
TUpeKIuu 1o ropure u mecrre JbpxaBHu npeanpusarusa. [Ipe3 2024 r. orroBopu ca
U3roTBeHu Ha 4 735 Op. curHana.

> TIOMIEHCKM KyTHH 3a curHamu - 3a nepuoga ot 01.01.2024 r. mo 31.12.2024 .
Ype3 TO3W KaHaJl HE ca TOCTBIWIA CUTHAJIM 3a KOPYILUS Cpea CIYKUTEIUTE B
aJIMUHHCTPAIIHUATA,

> CUTHAIIHU, KaJOu, Mpe/UIOKeHUs U MHEHHUS, TOJaJIeHH JHYHO, Mo moma, (akc,
€JIEKTPOHHA I10IlIa U JIp.;

[lenra Ha NpoOy4YBAaHETO M M3MEPBAHETO HA YJOBJIETBOPEHOCTTA € IIOBUIIABAHE
KauyecTBOTO Ha aJIMUHUCTPATUBHOTO OOCIIyKBaHe, U3BbPIIBAHO OT M3MbIHUTENHA areHIMs 10
TOpHTE.



Pe3yJ1TaTHTe Ca nmpeacraBeHu B rpa(])mm, CJIe U3BBPIICH aHAJHU3 HA MONNBJIHECHUTE
AHKETHU KapTH:

B xakBoO kauecTBO MoJI3BaTe AJMUHUCTPATUBHUTE YCJIYIH

<+ HIIO ]

4  IlyGuauyen cexkrop [ |

JlecHo 11 oTKpuXTe HH(pOpManus 32 HHTepecyBalaTa Bu aiMmuHucTpaTHBHA
yeayra?

+ Jla
+ He
Ot kb€ noJryunxre nH(popManus 3a AAMUHUCTPATUBHUTE YCIAYTH?
4+ OT HOPMATHBHH JIOKYMEHTH .
% OT pasroBop ¢ HALI CJIY/KATEI HA ,,3e1eH TeJaedon* I"

‘*- OT Hamara HHTEPHET CTPaAaHULIA _

%+ Ot ¢ponr odpuca na UAI' ,,Ha exno rume* 45%

% Or Koncyarant .



Heo0xoaqumarTa Bu nndopmanus 10cTbnHa U NbJIHA J4 €?

Jla

e

Cna3Bar JIu ce 3aKOHOBHTE CPOKOBe 32 NMPeI0CTABSIHETO HA 3asiBeHaTa oT Bac ycayra?

Ha 100% He

Koii aciekt Ha HamuTe ycuayru He Bu ynoBiierBopsiBa

HexomnereHTHH CIIY/KUTEC/IN

Henro0e3nn cayxurenn

KadecTBOTO HA IpeocTaBsiHATAa HHPOPMALHS — ICHOTA, TOYHOCT, ITBJIHOTA

IIpocpoyena npenucka

Apyro. MoJisi onumiere - B 4 or ankeTHaTa KapTa e nonbJjHeHo ,, UHdpopmanusita 3a
npegocraBsinute oT UAIL yciiyru u cbOTBeTCTBAIIMTE HA TSAX JOKYMEHTH, TPSA0OBA /12 € Ha 10-
JIECHO 32 HAMHUPAHe OT rPAaKIAHUTE MSICTO B HHTEPHeT cTpaHunara Ha UAT «



Koii acniekT Ha HamuTe yciayru Bu yapoBiierBopsiBa

4+ Jl100e3H0 OTHOLIEHHE HA CJIYKHTEINTe _

* KoMneTeHTHOTO OTHOLIEHHE HO CIYKUTEJIUTE -

+ IlpexocraBsiHe HA YCJIYyTHTE B CPOK 30%

+ KaudecTBOoTO Ha npeIocTaBsIHATA HHPOPMALHUS — ICHOTA, TOYHOCT, IIHJIHOTA

4+ JIpyro. MoJisi onuiere

KaxkbB HaYuH HA IUIalaHe OUXTe Mpeanovyenaun?

40 % G0%

ITo 6ankoB BT Ypes [TIOC Tepmunan

Ha Bbnpoc: KakBa e o0mara Bu oneHka 3a mpeaocraBeHMTe aIMHHMCTPATHBHH
yeayru? — 80% ca orroBopunu — ,HanbaHo goBojieH cbM*, a 20% oOT aHKeTHpPaAHUTE —
+ Y/10BJICTBOPUTEJIHO.

IIpe3 2024 r. UAT 1me npoabKU J1a ThbPCH aKTUBHO MHEHHMETO Ha MOTpeOUTENHUTEe Ha
aJIMMHHUCTPATUBHU YCIIYTH M J1a c€ ChoOpassiBa ¢ TEXHUTE IMPEAJIOKEHUs, C IeJl oJ00psBaHe
HUBOTO Ha oOOCIyXBaHe M T[IOBUIIaBaHe YyJoBJIeTBopeHocTTa uM. IlorpeOurenure,
HEMpPAaBUTEJICTBEHUTE OpraHM3allMd Ha TpakJaHUTe M Ous3Heca, 1ie ObJaT yBEAOMSBAHU 3a
MIpeNpUETUTE AEHCTBUS U 3a PE3yJITaTUTE OT THX.

Hpe3 HU3MHUHAJIaTa TOAWHA MNPOABILKHM TCHACHLUATA, HOTpC6I/ITCJ'II/ITC Aa HOpeArnovuTar
MPCKUA KOHTAKT 3a JOCTHBII 4O YCIYTHUTC. Majnka 4acT oT HOTpC6I/ITCJ'II/ITe Ha aIMUHUCTPATUBHU
YCIIyTru NposABABAT aKTUBHOCT [a JaBAT OLICHKA Ha OGCHY)KBaHeTO, dKO U3PUYHO HE Ca ITOMOJICHH
3a TOBA, BBIIPCKHU 4€, JOCThIIA 10 CPEACTBATA 34 o6paTHa BPBb3Ka € JICCHO NOCTBIICH U CBO6OI[CH.



