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rc p r4Ar4q e rlKlr rrr4r\a, fr o fi:b J r Hr4 Jrr,r aHK e rH a K apr a,
.-'rdno oq /alllljt9 TlW

;;;;; clrrHaJr, ofrJraKBaH e rLrrr4rroxBaJra B Kyrr,nrra 3a cr4fHilrvr,

MHeHr{fl Ir rlpeAnoxeHr4l[ '

rI HA IIPOI}E,
''poVr{BAHETllpu ocblrrecrBflBaHe Ha cBoflra AefiHocr' O6uruHcKa

aAMI,rHIlc rpawflHece6lp oe pbKoBoApI or [pI4HIII{[krre Ha

3aKoHHocT'oTKpI/tTocT'Aoc,rbIIHocT,oTIoBopHocTI4fapaHTl4paHe
r,rHTepecr{Te Ha rpa}qaHplTe'

I

AoKnAA

orrrocrro : IIp oyun aH() 14 I,I3MepB aHe yAoBneTBop eHo cTTa Ha

norpe6nTeJrrrTe oT rrpeAJlaraHoTo aAMpIHpIcTpaTLIBHo o6cnyNBaHe B

O6ulrna Hece6rP

O llepr'ro4:01'01'2019r' - 30 '1I'20I9r'

B ugnrnHer{Ile na HaPe r6ara ga

aAMI{HIIcTpaTI4BHorrlo6crryXBaHe,BlrperuHIITeIIpaBI,Ina3a

opraH[3 A\krfl. HA aIMvrHr,lCTpaTI4BHOTO O6Cnyxn a]Fle vI BHeApeHaTa

cracreua 3a yrrpaBrreHr,le Ha KarIecrBOTO ISO 900l:2015, n o6Ur'rscra

aAMLIHI,IO rpuuirHe c e 6rp' B er[Hbnt roAI'IIrrHo c e IIp oBexqa

[poyrrBaHe LI ]r3MepBaHe Ha'yAoBJlerBopeHocrra Ha rlorpe6urennre

or rlp eArlar aHoro a lvLr4HvrcrF' a'rprs Ho o 6 crry NB age'

AAvtltuncrparplBHoro o6cnyNnaHe B O6rur'rna Hece6rp e

opraHrr3l,IpaHo B orAeJI ,,I-{enrrp 3a aAMI'IHr'lcrparI'IBHo I4

unQopvraul4oHHo o6crryxn u"" ,,1 Sponr-o$ucu I v 2l ( IIAI{O) '

o 6 osH aq eH c y Ka3 aTennn ra6i e rr vI HA 6rrrrap c KvI vI aurnraitcKll e 3?IK'

rro 3r4rI[OHr4p aH Ha rI apTe pilvrfl. eTax s AAN'II'IH r4CTp aTklB H aTa c r. p aA a H a

O6urranara, Hece6tp, yn'E4rlnnaftc 1 0'

IlpoyunaHeTo e HacoqeHo KbM uHsopn,ra|\k|fl', rrolryqeHa oT

norpe6nTeJrr,rre HA a[MI[HLICTparI4BHLI ycIIyfLI s o6uuna Hece6tp-
vq!\'lq



C:srnacn o w.27 .lll or BlrpemHllre IIpaBIIna 3a opraHn3awlfl' Ha

aAMprHLrcTpaTr,lBHOTO O6C[y]KEiaHe s o6IIII{Ha Hece6tp ' 
KaHaJILITe 3a

o6parna Bpb3Ka c rPalKAaHVTe ca i

- AsxerHLI Kyrvrvr B IIAIIO;
- fIoUeHCKa KyTLIfl 3a SII;HaJII,I, MHeHvIfl'14 [peAnoxenvrfl' B crpaAaTa

na O6urvrnura;
- JIraqeH3LIpaH rroilIeHcKl4 orleparop Ha aApec'

flpes replloAa 01 .0 1.2019 Ao 30.1 1 .20I9r norpe6Ilrerlllre Ha

aAMLrHr,rcTp aTlrB Hr,I y crryf r'r, [p eA o cT aB fl]HVI Or o 6rqnn a H e c e 6rp c a

o C.6 xle CTB I{ JII,I O 6p arH a Bp b3Kil OTH O C HO Ap1;1,.vr6vr9Tp aTI4B H o To

o6crryxnaHe qp* pa3nI4rrHI'I cpeAcrBa, KaKTo cneABa:

1. florqeHcKa KyTr{fl 3a clrfHa rrkr, HAMI4PauIa ce Ha BXOAa na o6ruuua

Hece6lp-HflMaIIOC!|bIIIIJIIIAoKyMeHTucBbp3aHI4c
aAMrrHtlcrparrlBHoro o6ic"uyxBaHe'

2. curnailvt,>KaTr6n,upe4flo)KeHl,Iq I4 MHeHI,I-fl BbB Bpb3Ka c

KaqecTBoTo Ha a[MvrHvrqpaTLIBHOro o6cnyxBaHe' ocbIIIeCTBeHO B

O6ruuua Hece6lp-rIoAaAeHLI rlo rouara , Sarc'eneKrpoHHa

IOXIa VILI Ill/I-9HO B UeHTI'pa gA AIMkIHI{CTpaTI'IBHO pI

r,rn$ oprvrallrloHHo o 6 cnyxn aHe - Hq M a rI ocrb rI rlJrrr

3. AnreTHa KapTa AO KO.flTO UOrpe6raTeJII{Te Ha aAMLIHI4CTpaT[BHI{

ycJryfrr LrMaT Cno6oAeH AOCTbII n I{enrupa34 aAMI4HI4CTpaTI4BHO

u nnoopMarlr{oHno o6clyxBaHe - osnc J\bl er osnc J\b2 - 6/

mecr/ aHKerHH KaPTn.

!,orna4tT e Lr3foTBeH r,r3uflnO Ha 6a3a aHKeTI'Ipaue, lsfi KaTO HflMa

HaMepeHpI OI4|HUUIII, MHeHI4fl I'I [peAJIO]KeHI',It B IIOUeHCKaTa I<yTvIfl', 
')

KaKTO Vr W3npureHLI rrpe3 rIOn[eHcKlI Olleparop'

AHrernoro rpoytlBaHe e zlnonnvtro ! I4snlpuna ce qpe3 aHKerHa

KapTa. Anxernara KapTa e rr3foTBeHa TaKa, qe [a oTHeMa Bb3MO)ICHO

piaia- MaJIKO BpeMe 3a rIOII'bJIBaHe' HO IA IABA flCHA IIpeACTaBA 34

oTHOTITeHI{ero Ha xopara KbIvI Upo6rrerua'

OEEKTHA I43CJIENBAHE

O6eg Ha I,I3CII9ABaHSTO e MI{eHueTo Ha S4ST9CKLI ra rcpIlAIIqeCKI4

nuua OTHOCHO fIoJI3BaHIITe oT Ttx aAMVT]FII4CTpUwIBIJII ycnyfl{'



UENI4

o flpoyvnane Ha oIIeHKaralela uorpe6ureJll4Te Ha

aIMVHVTCTpaTI4BHI,I ycrryfl4 OTHOCHO KaqeCTBO Ha

rrpeAocraBflHero na znQ o pMawrfl;
o Orquraue Ha BpeMe 3a qiaKaHe rrpu nonyqaBaHe Ha nn$opvrawr

uutmlo6pa6ornaHe Ha AoKyMeHrI4 BbB Bpb3Ka c

aAMr,rHI,ICTpaTI4BHOIO O6CnylGaHe IIpI4 IIO CeUeHI,Ie Ha IIeHTbpa

3 a aAMI,IHI4crp arI{BHo rn lm$ opMaulloHHo o 6 cnyxB aHe ;

o Ouenra Ha pa3xoALITe 3a. rIoJI3Barrvrre ycJIyrI'I;
o OrIeHra Ha KaHarII4Te 3a flpeAocraBflHe na un0opMaUl4t Kt,M

rorpe6ureJlllTe Ha ycrrylu - KoI{ KaHiIrII4 caHait-'recro
I43fIOJI3BAHI4.

o Crlupauero Ha KoHKpelHr4 rrpeAJroll(eHl{r or rlorpe6uleture Ha

ycrryfr{, c qen rIoBlIIrraBaHe Ha yAoBnerBopeHocrra.

CbAbPxtAHI4E HA AHKETHATA KAPTA

Aunera Nb 1

3a KaTIeCTBOTO Ha aAtunHIICTpaTuBHOTO ObC.rryxtBaHe B

I{enrrp a sa aAMntHIrcrparI,IBHo lI unQopvraul{oHHo
o6clyxBaHe -HiilMepeHrl ca - 4 aHKerHI'I Kaprrr

A. I4guoJr3BaHe Ha ycnyrl4 t:

Aocera I43rIorI3B aJrvr rv (lre ycrryrl,ITe Ha rl.arrrura

a[Mvrlavrcrpagux?

Orronopkr AA Il)A o

Orronopr,r He - 0%

B. Ka.recrBo Ha rlpeAocraB.flHero Ha nHQopMaIIus

1 . Jlecno ce HaMrIpa nHSopMauII,Ifl 3a Halrrara a4Mr4lrvrcTpar\vfl. pr

nefinzre ycnyrz ?
- c:srJlaceH cbM - 7 5o/'o

- rore6aq ce - jo/,ia

- He cbM cbrJlaceH - 25oYo

- He 3HaM - jo/"a

2. Jlecno ce HaMLIpa unSopMzIIItIfl 3a HaqI'tHaHa Aocrbrl Ao ycrryrvre
' c:srJlaceH cbM - 50ol'o



- KoJre6afl ce

- He cbM CbfJIaCeH
. HE 3HAM

- 25o,/o

- 250,)/o

-0%

4. Ycrnure o6flcHenkrs' KoLITo AaBar cnyxl'ITeJILITe ca :

a. fl:cle.u

- cbrJIaCeH cbM

- KoJre6afl ce

- He cbM cbfJraceH

- HE 3HAM

6. To'rHLI
- cbfJIaCeH cbM

- Korre6afl ce
. HE CbM CbTJIACEH

. HE 3HAM

e.llrffrll
- cbfJIaCeH cbM

- KoJre6afl ce

- 75"
- 0o,/o

- 2s%
-0%

- 7s%
- 0'o/o

- 2:;%
- 00h

- s0%
-2s%
- 25;o

-0%

-7:i%
-0%
-2:i%
-0%

- 75%
- 0%
- 2).50h

-0%

- 7s%
-0%

3 . IlncnneH ara nns Opvr alu'I(r' a6e [LI, fII,IcMa, 0 opMy JIfl p II ) e :

a. frcnal JIecHo Pas6uPaeua

- cbrJIaCeH CbM

- rofle6aq ce
. HE CbM CbIJIACEH
. HE 3HAM

6. Toquu

- cbrnaceH cbM

- role6as ce
. HE CbM CbIJIACEH
. HE 3HAM

e.fltffrla

- cbfJIaCeH CbM

- Kone6afl ce

- He cbM CblJIaceH

- HE 3HAM



- He cbM cbrJraceH '25ot'o

- He 3HaM ' 0o/',

5.Konlco BpeMe orHe [onyrraBaHero Ha r4cKalJara or

r,rn S op nn ar\vfl ' IIJI LI I43 r orB e HI{ 4 o ry u e nru?

- rlo-M€urKo or 20 vruttYTvr - 7 5%

- roBeqe or 20 Mr4nyrr4(nronr yroqHere ronro) - 20%

B. Kaua rvr 3aAocrbrl 4o un$opMallrrfl

- flrpnoHaqaflHo Hayqnx 3a BaIIIaTa aAMI,IHVTCTqaWIA U HeI',IH[Te

- 100%
- 2s%
- s0%
- 50%

ycrryfl,I OT:

Irlnrepuer
H o p u ar vrBrrr4 A o KY M e HTI4

IrIn$opnraIIrIoHHo ra6no
Ponnuntl

- B 6s.ueue 6rlx vrcxatlaAa lronyqaBaM raKaBa unQopvtaullt or:

Teresugus - I
Parno - 1

Becrnnqvlcrtucanus. - 1

ASunwhIrIaKarLI - 1

ZnQoprvrallr4oHHo ra6no - 2

Epotuypu/lncrosxu '- 2

P o4nunra/ilpllflTerlu/nognar vt - 2

Hopvrarr4BHvrAoKYMeHrrI - 1

-4I4Hrepner

Anrcera Nb 2

Ile;ra Ha Ta3II aHKeTHa KapTa e Aa HII IIoMorHe Aa uo4o6puvt

o6crryxBaHero Bn s IIEII.TbPA 3A AAMIIHIICTPATI{BHO II
IIHO OPMAUIIOHHO O EC JIyXBAHE OFIIIIIHA HE CEEb P'

HarvrePelurr - 2 annerHn KaPTTI

L.Morq IlocorreTe rroBolla 3a AHeIIIHOTO BU noceilIeHlle:

- Vcnyra MecrHI4 AarIbIIrI I{ TaKcw - 50o/o

- I,IH$opMauufl MooTHLI AaHbIII,I II TaKcLI - 50%

2.Kolro BpeMe qaKaxre 
',3a [aBu o6crryxar?

- He qaKax - 50%
-2}rvm:g^. - 50%

3.YAosrerBopfB a IrvBn o6crryxBaHero s o6uruara?



Orsourentle
- Muoro cbM AoBorIeB:- - l00o/o

- 3alonolrlTeJlHo HlIBro - 0%

: ". 
cbM AoBorIeH - 0%

- VIzoftrro He ce crla3Ba cpoKa - 0%

Kaqecrso Ha r{3rIbJrHeHIro Ha ycnyrara
- Mnoro cbM AoBoJreI{ - 50%
- 3alosoil,ITeJlHo HrrElo - 50%

- He c:sM .IIoBoJIeH - 0%

4. Mons orleHeTe KarrecTBOTO Ha O6CrryxnaHe oT cJIyxI'ITeJIfl B

o6rururara:
- MHoro 4o6Po - 50o/o

- 4o6po - 50o/o

- 3aAoBoJlrreJIHo 00,)/o

- He cbM AoBoneH 0o,l/o

5. Monq cpaBHere o6crryrKBaHero AHec c rpeAllurHoro Bra

locexleHrre:
- 3a rlpbB rlbr rlocemqaBan'r Sponr- o$vca 50%

- o6crryxBaHero e HiI rlo - BI'IcoKo HLIBo ' 0%

- HtMa pa3nuKa or rIpeAxoAHIl rloceueHns' - 50%

6. Mouq oueHere Karrecrlloro Ha o6crryxnaHe B o6uluuara [o

cneAHLITe Kp I4TepI4I'I :

- orrrtrHo - 50%
- 4o6po - 500

- 3anoBoJrlrreJlHo - jto/o

- Jrorro - Cto

7 . cNm.rate Jrrr, qe [IaTe]-raTa or Bac TaKca e aAeKBaTHa Ha

yc[yraTa, Ko.flTo rtoflyrrln re?

- [a-
- He, rpx6va [a e rIO- BI4coKa

- s0%
-0%
- s0%
-0%

- He, rpr'1va Aa e rro- HI'IcKa

- HqNIaN,I MHeHIre



8. Bve rocerlaBare I-{eurblla 3a aIMkrHI4crparI4BHo z

t00%
0%
0%- Apyro

o6cnyxnaHe, 3a Ia yAoBnerBopu Baruure orlaKBaHkrfl, vr Aa pelrl4
npo6reunre Bn?

- Hsua nyNAa or AorI'bJIHIlTeJrHa uHSopMaIIurI ! Crryxr,rreJlplTe

ca AocTaTbqHo KoMileTeHTHI{ I4 yCny)KIrLrBkrr 3A Ia
yAoBnerBoprr rcrraeurzre !

10. Brpeare rrvr, rre ra3rr aHxera ue AonprrHece sa noAo6ptBaHe

un$opvraulroHHo o6crryNnaHe B KaqecrBoro cI{ Ha :

OIasuqecKo nr.rue

IOpu4zuecKo nr{ue -

9. Kaxsa AoIrbnHI4rerIHa ran@opnrarJkrfl nnr4ycnyra rpx6Ba ra
rpeAocranx I{eHTbpa 3a a[MprHrrcrparl4BHo z nnQopMaIILIoHHo

A e fi u o c rr a Ha a4v'vrlavrcTp arl{ B HI4t u e HTb p I o 1ryvtH c K ar a

aAMr4Hr,rcTparlr4f :

- na- 100%
- He- 0%

O6o6rqenne Ha rIoJryqeHI{Te pe3yJrrarll:

90% oT aHKeTnpaHkrre He 3a IrbpBI,I Irbr r{3IIoJr3Bar yclryrplTe Ha

Harrrara a1vrkr:nvrcTpallplfl. 75o/o or rf,x ca cbrJracHl{ , qe rtecHo ce

HaMr4pa nnsopnr ar\r4fl 3a HarrraT a a[MvrHkrcrpa\krfl. vr Heiftrvre yarryfvr)

u 25o/o He Ca CITIIaCHI{ . 7 5oA, OT aHKeTVpAHvITe Ca CrTJIaCHI4, qe

rrrr cMe Hara I,ln S op Ma\krfl. (r a(i e tu,nu cu a, S op Mynflp z) e r c n a kr r oqna )
25 % He Ca CbrIIaCHu. T5o/o OT aHKeTVpAHVTe Ca CbIIIaCHU rre yCTHI4T9

o6.gcHeuv.fl, KoI,ITo AaBar crry)KI4TeJrI4Te ca fl,eHr4rToqHl4 pI fIbJrHpI, caMo

25 % He ca cbrrracHz .Ornoclro orHorrreHl4ero Ha cnyxI4TeJrI,ITe 50%
ca MHofo AOBOJIHI4, A llpyrkrre 50 o/o c'rurar, qe HLIBOTO e

3aAoBonurerHo.Ha Bbrlpoca 3a Kar{ecrBoro na o6crryntBaHe B

o6nluuara 50o/o cqprrar, rre e rcrrkrrrHo, 50oA 4o6po.

Ka.recreo Ha rrpenocr aBflH

Orqr4rane na speNre ga .raraHe upu norlz.raeaHe Ha HH0opl,Iauuq u
HE HA JIOKVMCJHTII BbB



)KBAHE [IOI4 IIOC EIUEHI,IC

A4uunucrparplBHoro o6cnyrrcnaHe B O6Ur4Ha Hece6rp ce

ocbrrlecTBflBa rrpr{ crra3BaHe rra 3aAbnntr,ITeJIHI{ CTaHAapTr43A KaTIeCTBO

Ha A Mr4HLIcTparI{BHoro o6clyxnaHe.llpeABl4AeHoro B r'ttx BpeMe 3a

qaKaHe IIpr IIoJIyrIaBaHe Ha uH$opMaUrf ulutu o6pa6orBaHe Ha

AoKyMeHTLI BbB Bpb3Ka C aAI\{I4HLIcTpurkrBHoro o6crryNnaHe IIpLI

rrogeilIeHl4e Ha 3BeHaTa 3a aAMI,IHLISTpaTITBHO o6cnyxnaHe e He

iloBerre or 20 Mr,rH. 3a KJrr{eHTa.CbrJIacHo HaMepeHI,ITe aHKerHI4 Kaprpl

cpeAHoTo BpeMe 3a qaKaHe 3a Aa 6r1ar o6cnyxeHll e cBeAeHo Ao

1Ovrprn.

EHKA

50% OT aHKeTI4pAHvITe CM.f,TilT, rle ITIaTeHUTA TaKCa 3a ycJryrura e

aAeKBaTHa, gApa3nI,IKa OT ApyrI4Te 50oh, KOI'ITO CuLITaT qe Tps6Ba IA e

rro- HI4CKa. nap;elglaTa oUeHKa IIOTBbpXAaBa ' 
qe Ca CrIa3eHLI

rrpr{Hrlr,rluTe rrpll Qopvrr,rpaHe Ha TaKcr4Te 3a ycJlyfplTe.

OUeHra na nanalrare 3a IIpeAocTaBtHe Ha pIHOopMaUI4't{ KbM

rrOTpe6I4TenIITe Ha ycflyra - KOpI KaHiuIpI ca Hafi-qeCTO LI3[oI3BaHn

vl] la pa3Hoo6pa3r,re 0T oTfoBopr,r - qpe3 I,IHoOpMaIILIOHHI4

Marepr4ann (6poru YPV, JILIST6BK7), upes I{H$opMaUI'IoHHo Ta6Io, qp e3

MeAupI. lIorpe6uTeJII4Te ce IIHrepecyBaT oT AefiHocTTa Ha O6qusa

HeCe6tp, tIcKaT Ia c[eAqT HoBocTI{Te vI IA ce I4H$OpMI4qU1 rlo

HaJrexatur rpo6neMr4.

Hafi-rvrnOro KJIIIeHTvrpa3qvrT'aT Ha ZnrepueT 3a [OlyrlaBaHe Ha

r,rHOOpM AI;121fl., C KOSTO Cditr1,t ;grAAIMvTHI'ICTpaIIkrflTA Ce flBflBa IFrAilI'

TbpCeHI4flT KaHaJI 3a HHQOpNIaUI,If, IIO OTHOIIISHI4g Ha

aIIMvr]HvrcTp aTuB HOrO O 6 C rry;KB aHe s o 6uuHa He c e 6tp .

cr6upane ua prno,opMauufl OTHOCHO IIOTpe6I'ITencKaTa

yAoBneTBopeHocToTnpeAnaIaHIITeaAMI4HIIcTpaTLIBHLIvcnyfl4
Koscrar ar\wflTaHa fpaxAaFrlrTe e , qe HflMa Hyxqa oT ASIIIJTHLIT9JTHa

r4H 0 op M a-1\v1fl ,. C IyxtI4T e JII4T O c a A o c T aTbqH o Ko MrI e T e HTHLI I'I

y cJIy xtJILI Bkr ) s a A a yAo Bnerr| opfl T KJILIeHTI4T e !

Or npe4OCTaBeHI{Te AaHHI4 MOraT Aa Ce HaIIpaBflT CneAHI4Te II3BOALI:



1. IlpoabJlxtaBa reHAeHrqkrflTa I,I3KJrroqureJIHo MaJrbK 6pofi
uorpe6nreJrlr Ha aAMLIHI,IcTpaTI,IBHLI ycJryrl,I [a I43pa3tBar

MHeHr,r.fl orHocHo a1MvrHurcrparllBHoro o6crryxnaue
ocbrrlecrBqBaHo or o6uuana Hece6rp.

2.Ha 6asa aHKerHLr Kaprr4, rro- roirflMa rracr or rlorpe6prrelnre
TIocoqBaT oTIIITIHa oueHKa 3a paOoTATA HA AAMLIHI,ICTPAqVIflTA I,I OT

KAqECTBOTO HA OOCJTY}KBAHE.

flp o 4rnlICaB a p a6 orar a Ha O 6rqnHc Ka a[MvrHtlcrp allus He c e 6rp n
cTpeMeX KbM orKpLIT ALIanof c TpDKAaHLITe c IIen uo4o6pxBaHe 14

y c:sBbp rrre HcrB aHe Ha a1vrvrHncrp arrlBHo o 6 cnyNB aHe Ir rroB I,IrraB aH e

yAoBnerBopeHocrra Ha fpaxq4aHplTe.

AornaArr e rrcrorBeH or HaqalHkrK orAen I{AITIO na 06.12.2019r.srg
ocHoBa Ha rrorrbJrHeHr4 or $usuqecKlr krropkr4vrlecKl4 JIr,Iqa aHKerHI4

KapTI,I.

lloannc:
lP.


