PEMNYBNUKA BBIITAPUA

MVIHVICTepCTBO Ha OKOJIHaTa cpefa U BoauTe
PernoHanHa uHcnekuus no okonHarta cpeaa u Bogute — Masapaxuk

JOKJIAJ

3A OHEHKA HA YIOBJIETBOPEHOCTTA HA IOTPEBUTEJIUTE OT
AJIMUHUCTPATHBHOTO OBCJIYKBAHE B PUOCB -TIA3AP/IDKUK 3A
IEPHOJA 01.01.2025 r. — 31.12.2025 r.

HacrosmusaT 10K/1a/1 € H3roTBeH U MyOIMKyBaH Ha HHTEPHET cTpaHunaTa Ha PUOCB-
[lasap/kuK B U3MbJIHEHHE Ha HOPMAaTHBHHUTE U3MCKBAaHUA Ha WI. 24, ai. 6, 7 u 8 or Hapenbara
3a agMHUHHCTpAaTuBHOTO obcmyxBaHe (HAO) um BbrpemnnTe mpasuia 3a opraHu3anus Ha
aZIMUHHCTpATHBHOTO 06cyxBaHe B PUOCB — [Tazapmkux.

OcHOBHaTa Len Ha NPOYYBAHETO M HM3MEPBAHETO HA YIOBJETBOPEHOCTTa Ha
NOTpeOHUTEIUTE OT NPEAOCTABSIHUTE aIMUHUCTPATHBHH YCIIYTH € aHAIM3MPAHE Ha Pe3y/ITaTHTE
OoT oOpaTHata Bpb3Ka Ha MOTPEOMTENUTE, C KOETO Ja C€ IIOBHINM KAa4yecTBOTO Ha
aIMHHHCTPATHBHOTO OOCIyKBaHe. B To3H mpomec ce cna3BaT H3UCKBaHHATA, IPEABUICHU B
HAO u onucanu B Xapra Ha KIHeHTa, MyOJIMKyBaHa HA WHTEpHET cTpaHuuara Ha PUOCB-
[Tazapmxuk.

[Ipes 2025 r. u3cneBaHETO € MIIAHUPAHO H IPOBEACHO OT CIY)KHTENH Ha ,,L[eHTBp 32
aIMUHUCTpATUBHO o6ciyxBaHe™ (LIAO) kbM IupeKius ,,AJAMUHUCTPATHBHH, (PHHAHCOBH U
npaBHu aeiHocTH mpu PUOCB - Ilazapmkuk. AHkerHure mnpoyusanus B PMOCB -
[Tazapmxuk ce mpoBexaaT upes:

- TONBbJIBAHE HA XapTHEHA aHKETHA KapTa Ha MACTO B LleHTHpa 32 aIMHHUCTPATHBHO
obcmyxBaHe;

- OHJIAWH aHKeTa, MyO/IMKyBaHa Ha MHTepHeT cTpanuuara Ha PUOCB- [Nasapmkuk;

- OTpa3ssBaHe HA MHEHME B KHUTaTa 3a IIPEJUIO)KEHHS, IIOXBaJIM U omyiakBanus B I[AO.

3a nepuona 01.01.2025 — 31.12.2025 r. moTpeGuTeNHTE HA AAMUHUCTPATHBHU YCIYTH
ca IOIMBJIHUIIM 001110 26 Oposi aHKETHH KapTH Ha XapTueH Hocuten B I[AQ, DaHHUTE OT KOHTO
ca 000011eHH, OTYETEHH ¥ aHATM3HUPAHH B HACTOSIIUS A0KIal. He ca mocThIBaiy NOMBIHEHH
AQHKETH OT MHTEPHET CTPaHMIlaTa Ha WHCIEKIUATa. B KHHraTta 3a mpemioeHus, MOXBalu U
OIUUIAaKBaHHUS UMa OCTAaBEHH JBa 61arolapCTBEHH KOMEHTapa 3a 100po 00C/IyKBaHe.

[Ipe3 2025 r. He ca NOCTHNBAIM CHTHAIM, XAIOM M INPEIIOKEHHS OTHOCHO
TN0oBeIEHNE/00CTOATEICTBO HA aIMUHICTPATHBHO 00C/y)KBaHe, chriacHo I 1aBa ocma ot AITK
U HE ca IOCTBIIUIM KaJIOH B Ta3u 00JIaCT.



PesynratuTe 0T aHKETHOTO IpoyuBaHe ce 6asupar Ha 14 BbIpoca ¢ u36upaem OTroBOp
U €JJMH OTBOPEH BBIIPOC, KAKTO CJIEBA:

Bunpoc 1: B kakBo KauecTBO NoJ13BaTe aAMHHHCTPATHBHHATE YCJIyrn?

® Duzuyecko JuLe
u Tvproser

* HITO

- Tly6nuyeH cektop

Dusudecko JuIe 10 6p.
Tsprosen 15 6p.
HITO 0 6p.
[Ty6nuuen cexTop 1 6p.

AnHamu3sT noka3Ba, 4e 38% (10 6p.) OT aHKETHpaHHMTE H3MOJI3BAT
anMuHUCTpaTuBHATE yciuyrd Ha PUOCB — Ia3ap/pkuk B KauecTBOTO CH Ha (DM3HYECKO JIMIIE.
HsimMa onpenenuiu ce kaTo npe/ICTaBUTE N Ha HEIPaBUTEIICTBEHHS CEKTOP, THProBIHM cac 58%
(15 6post) ot 06uMst Gpoii. AHKeTaTa € IOIbIHEHa | OT 1 IpeACTaBATE)l Ha My OIMIHHS CEKTOP
(abpkaBHA WM OOIIMHCKA aJMHHHCTpAIHsi), KOeTO oTroBaps Ha 4% ot obmus Gpoii
aHKETHpaHH.

Brnpoc 2: Kosko 4ecTo mo/i3BaTe ycJiyruTe Ha HaleTo BeJOMCTBO?

® EQuH nbT HA HAKOJIKO
TFOJAMHHU
B HAKOJIKO MbTH FrOAWULIHO

¥ Bceku Mecell

MHoro 4ecto




EnuH nbT Ha HAKOJIKO FOUHH 5 6p.
Hsikonko mbTH roguiHo 15 6p.
Bceku mecery 0 6p.
MHoro 4ecto 6 6p.

Haii-ronsima yact ot norpeburenute - 58 % (15 6posi) OT aHKETHpAHUTE TMON3BAT YCITYTHTE
Ha aJJMUHUCTpauusTa ,,HIKONKO MbTH FrOQUIIHO.

Bbnpoc 3: JlecHo s oTKkpuxTe HHpOpPMAanMs 3a HHTepecyBamaTra Bu
aJMHMHHMCTPATHBHA yciayra?

HE

N R R R T R R R
0% 20% 40% 60% 80% 100%

Ha 26 6p.

He 0 6p.

Cnopen monyyenute otroBopH Ha aHketupanute 100% OT TSX ca OTKPHJIH JIECHO
HeoOxoqumara M HHQOpPManus 3a KOHKPETHA aJMHUHHCTpAaTHBHA yciayra. ToBa moOKa3sBa
OTJIMYHM PE3YJITaTH U € OLICHKA 3a HAYWHA Ha MpeCTaBsHe Ha HH(OpMALHATA OT CTpaHa Ha
aJIMMHHCTpanuATa, Koeto ciyxurenure Ha PUOCB — Ilazapmkuk mie ce cTpeMsrT /a 3anassaT
H 1Ipe3 CJIEBAINATE FOAUHH.

Benpoc 4: OTkbae noryunxre nupopmManus 3a aAMHHACTPATHBHHATE yCIyrn?

® OT HOPMATHBHH JOKYMEHT
B OT pa3roBop ¢ Hall CAYKUTE
Ha "3enen tenedon"

® OT HalaTa HHTEPHET
CTpaHHLa

# Ot cayxuren B LIAO

B OT KOHCYATAHT




OT HOPMAaTUBHHU JOKYMEHTH 9 6p.

Ot pasroBop ¢ Haw ciyxuren Ha | 0 Gp.
,,3€JIeH TenedoH

OT HallaTa HHTEPHET CTpaHULA 10 Gp.
Ot cayxwuren B [IAO 13 6p.
OT KOHCYJITaHT 2 6p.

YeTBbpTH BBIPOC JaBa BB3MOXKHOCT 3a M300p OT MET OTrOBOpA, KATO HSKOH OT
AHKETHPAHHUTE Ca MOCOYUIIH [IOBEYE OT €IMH OTTOBOP, NOPaJH KOETO OOIIUAT COOp HAIAXBBPIIS
26. Haii-ronsm 6po#t ot morpebutenute (38%) ca momyynan uHGOPMAIHUS OT CIYKHTEN B
IlenThbpa 3a aIMHHUCTPATHBHO 00CITyXKBaHe, KOETO € SICeH 0KAa3aTell, Y€ EKCIIEPTHTE B CEKTOP
»€/IHO THIIE" Ca KOMIIETEHTHH U OTBOPEHH KbM notpeburenure. 29 % (10 6posi) ca mocoumnu
- OT HMHTEpHET CTpaHHWILaTa, KOATO IOANOMAara JECHOTO OPHEHTHpAaHE Ha KJIMEHTHTE 3a
HabaBsiHe Ha HeoOxonumarta nH(opManms, eBeTuma (27%) — OT HOPMATHBHHU JOKYMEHTH, H
nBama (6%) OT KOHCYJITAHT.

Bunpoc 5: Heo6xoaumara Bu uadopmanus 10cThIHA ¥ IbJIHA JH e?

—

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
® HE = A

Ha 25 6p.

He 1 6p.

[NpensunenuTe OTrOBOPH Ha TO3H BBIIPOC ca 1Ba: ,,aa" U ,,He"“. J[BajeceT 1 net Opost OT BCHYKH
AHKETHPaHH Ca OTrOBOPHJIH MOJIOKMTENHO, Y€ HeoOxoauMaTa HHYOPMALKs € JOCTBITHA U IThJIHA.

Bovnpoc 6: Hasoku in Bu ce na npegocraBsiTe J0NbJIHATEIHA T0KYMEHTH HJIH
JaHHH, 32 1a Obae pemen BamusaT Bonpoc?

u [a

= He




Ha 12 6p.
He 14 6p.

Ha 54% or ankeTupaHHTe NMOTpeOMTENH HE MM CE€ € HAIOXKMIO Ja MpPENOCTABST
AOIBJIHUTENHA HHPOPMAIHs WK JOKYMEHTH 3a H3/[aBaHe Ha JKEJIAHUs aMHHUCTPATHBEH aKT.

Bonpoc 7: Kak onensiBare Ka4yecTBOTO Ha 00CJHYXKBaHE HA CJIYKHTEJIHTE B
3BEHOTO 32 AIMHHHCTPATHBHO 00C/yKBaHe?
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OTIIMHHO

0%  10% 20%  30%  40%  50%  60%  70%  80%  90%  100%

OTiu4HO 26 6p.
Ho6po 0 6p.
Jlowmo 0 6p.
He mora na npeuens 0 6p.

AHaNM3bT [10Ka3Ba, Y€ OT YETUPH BE3MOXKHH OTTOBOPA, MOTPEGUTEIHTE Ca MOCOYMIIH
camo emuH OT TsX U 100 % OT aHKeTHpaHHTE OLEHSBAT Ka4eCTBOTO Ha OBGCITy)BaHE KaTo
»OTIMYHO®, KOETO € BUCOKA aTeCTaIHs 3a CIIy)KMTEIHUTE OT PUOCB-ITa3apmkuk.

Buupoc 8: 3a konko Bpeme 0sixTe 06cysken/a?

® Jlo 10 Munytu

® JTo 20 MUHYTH

® Hapn 20 muHyTH




Jo 10 munyTH 25 6p.
Jlo 20 MuHyTH 0 6p.

Hapn 20 MunyTH 1 6p.

JleBeTzieceT U MECT MPONEHTa OT AHKETHPAHUTE IIOTPEOUTENH ca MOCOUMIIH OTTOBOP
»10 10 MHHYTH®, KOETO INOKa3Ba YMEHHSTA W AaHTOKUPAHOCTTA HA CIYXHTEIHTE Ha
HMHCIEKIUATA.

Bbnpoc 9: Cna3par Jin ce 3aKOHOBHTE CPOKOBE 32 NIPE0CTABAHETO HA 3asBeHATA
ot Bac ycayra?

LA

P8

® He

Ja 26 6p.
He 0 6p.

Ananmu3sT nmokassa, 4e 100% oT moTpeGuTenHTe Ca HA MHEHHE, Y€ CPOKOBETE 3a
IPEOCTaBsHE Ha 3asiBEeHaTa ycliyra ce crasBar.

Benpoc 10: IloThpcuxTe JIH NpPeIBAPHTENHO H3BBLHCIYkKeOHA BPBH3KA ChC
CJIY2KHTeJI, KOiTO 1a Bu nomorne 3a no-6»p30To pemasane Ha Bamus ssnpoc?
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Ja 9 6p.
He 17 6p.

Bbnpoc 11: Koii acnexkT or HamuTe yeayru He Bu yaosiaersopsia?
® HeKOMIETEHTHH CJTYKHTEJIH

B Henmo6e3Hu clyKuTenu

= KauectBoTO Ha
npeaocTaBaHaTa MHGopmaLis
- ICHOTA, TOYHOCT. ITBJIHOTA

# [Ipocpouena npenvcka

® Jlpyro

HekomneTeHTHH city)kuTe 0 6p.

Hemo6e3uu cyxurenu 0 6p.
KauectBo Ha npenocrassHara | 0 6p.
uHpopMaLMs — SCHOTa, TOYHOCT,
ITBJIHOTA

ITpocpouena npenucka 1 6p.
Hpyro 11 6p.
[Tpa3Hu aHkeTH 14 6p.

Ha Bempoc Ne 11 e mocouen otroBop ,llpocpodeHa mpemmcka™ B egHa OT
HOIBJIHCHUTE aHKETHH KapT. B erunanecer ot Tsx e u3bpan 0TroBop ,,Jlpyro* u ca ocTaBeHH
KOMEHTapH, Karo: ,HAMa“, ,HAMaM TakKuBa“, ,HsAMaM 3a0eJeXKH, YCIyruTe HH
YAOBJIETBOpABAT®, a B 14 HsAMa NOCOYEH OTTOBOP.

Bonpoc 12: Koii acnexT or HamuTe yeayrn Bu yaosaersopsisa?

¥ JT100€3HO OTHOLIIEHHE HA
CITY>KUTEJIHTE

® KOMMETEHTHO OTHOLIEHHE HA
CIY)KUTENUTE

® [IpenocTaBsiHe Ha YCKYIUTE B
CPOK

KauecTBo Ha npenocrapsHata
uHpopmaumsa 0 scHoTa,
TOYHOCT. ITbJHOTA

® Jpyro




JIro6e3HO oTHOLIEHHE Ha ciykuTenuTe | 22 6p.
KomnerentHo OTHOLLUEHHE Ha | 14 6p.
CITY)KHTEJIUTe
IIpenocraBsHe Ha yciyrure B Cpok 9 6p.
KauectBo Ha npenocrassHata | 8 Op.
uHpopMaLUs — SCHOTAa, TOYHOCT,
HEeITbJIHOTA

Yo 0 6p.

JBaHaneceTu BBIPOC aBa Bb3MOXKHOCT 3a H300p OT MET OTTOBOPa, KAaTo MO-ToNsIMa
4acT OT aHKETHPAHWTE Ca MOCOYMJIM IOBEYE OT €MH TaKbB, IOPaIH KOETO OOmMUAT c6op
HaaxBbpJist 26. OTroBOPET ,,MOGE3HO OTHOILICHHE HA CIIY)KUTENUTE € M30paH Hai-MHOTO IBTH
oT mnorpeburenure — 22 nBTH. ,,KOMINETEHTHOTO OTHOLIEHHWE HA CIYKHTEIUTE" H

I IpeIoCTaBsIHETO Ha YCIYIHTE B CPOK™ ca MOCOYEHH CHOTBETHO 14 U 9 mBTH.

Bonpoc 13: Koii acniekT oT 06¢/1y’KBaHETO CMATATE, Y€ HAM-MHOIO ce Hy’KaAae OT

nopobpenue?

NPEIOCTABST YCIYTHTE

JocToirsT 10 HHGpOpMaLKs 5 6p.
KonuuectBoro Ha mnpenocraBsHara | 2 6p.
uHbopMaLus

Kayectsoro Ha  npenocraBsiHara | 2 Gp.
uHpopMaLus

OtHowlenneTo Ha ciyxurenure kuM | 0 Gp.
KJIHEHTHTE

KoMnereHTHOCTTa Ha ClTy)KHTE/H 1 6p.
O6craHoBKaTa, B KOSITO ce | 6 6p.

[Tpa3Hu aHkeTH

12 6p.

® JIocTbIBT A0 HH(OpMaLHs

B KoJHuecTBOTO Ha
npenocTaBsiHaTa HHGoOpMAaLUs

® KauecTBOTO Ha MpeoCcTaBsHaTa
nadopmatyis

% OTHOLWEHHETO HA CIYIKHTECIIHTE
KbM KIIHEHTHTE

B KoMIeTeEHTHOCTTA HA
CIYKUTENH

® O0CTaHOBKATA. B KOATO C€
NPENOCTABAT YCIIyruTe

W [Ipa3ui aHKeTH



MHO3MHCTBOTO OT aHKETHpaHUTE ca MOCOYMIH ,,O6CTaHOBKAaTa, B KOSTO CE€ MpPEAOCTABAT
yciyrure®. B elHa OT aHKETHHWTE KapTH MMa M30paH 1oBeyYe OT eMH OTrOBOP, 3apali KOETO OOLIHAT
c6op Haneuinaa 26 6p, a 12 ot kapTuTe ca NpasHH.

Bovnpoc 14: Kaksa e o0mara Bu onenka 3a npefocraBeHuTe aJMHHUCTPATHBHH
yeayru?

® [IpuemiinBa

® [Tocpencreena

® VioBIeTBOPUTEIHA

Hansiaao ¢bM
JOBOJICH

Henpuemnupa 0 6p.
ITocpencrBena 0 6p.
Y nosnerBopurenHa 4 6p.
HanbiHo cbM n0BONIEH 22 6p.

[loTpeGuTenute, MOMBIHUIN aHKETaTa ca H30PAIMA CaMo JBa OT BE3MOKHHTE YETHPH
orroBopa. [To-ronemust 6poii (85%) oT aHKeTHpaHHTE ca MOCOYHIIH, Y€ Ca HAII'BIHO JOBOJIHH
OT MNpEeIOCTaBIHHTE aIMHHHCTPAaTHBHH yCIyrd, a 15% ca Mapkupamd OTroBop
»YAOBJIETBOPUTEIHA .

AHKeTHaTa KapTa ChIbp)Ka €JHH OTBOPEH BBIPOC ,,Mona 0a nocouume Kaxeo
cnoped Bac e neo0xo0umo 0a ce nodobpu ¢ npedocmaganume om nac ycayzu®. B tpu ot
NIOI'bJIHEHUTE aHKETHH KapTH MMa OCTaBEHH KOMEHTapH KakTo ciezasa: ,,Hsamam 3ab6enexku,
»BCHYKO e Ha oTiM4HO HUBO“ M ,IIpenocraBenute yciyru ca ormmunn. IIpo6nemu uma B
HapacTBaHe Ha OyMalllWHaTa U H3MCKBAHHATA 33 CTAHOBHINA 32 €IEMEHTapHH Hela™

Pesynrarute oT ananmu3a Ha JaHHHTE COYAT yIOBJIETBOPEHOCT HA MOTPEOUTENHTE Ha
AQIIMMHUCTPAaTHBHHM YCIyrd, mnpeaoctaBsHd oT PUOCB-Ilazapmkuk M MOJOXKHTEIHO
BIICYATICHHE OT ACHHOCTTAa HAa WHCIEKIHUATA — IIEH, KbM KOMTO MHCIIEKIHUATA CE CTPEMH H
paboTH 3a moaxbpKaHeTO W mHomoOpsBaHeTo MM. WHpopMammaTa 3a NpeIOCTABIHHUTE
aIMUHHUCTPAaTHBHU YCIYTH € JOCThIIHA U u34epnarenHa. CnasBar ce 3aKOHOBHTE CPOKOBE 3a
U3BbPIIBAHE HAa aJMHHUCTPATHBHHTE yCIyrd. Cily)KMTEIHTE Ha MHCIEKIMATA IPHTEKABAT
3HaHHA M KOMIICTCHTHOCT HA HEOOXOJMMOTO HHBO, KakTO M J06pO OTHOIIEHHE KBbM
rpaxnanute. He e kOHCTaTHpaHO HaMM4He HA KOPYILHS BEB BEAOMCTBOTO. HiiMa npenopbku
3a mofoOpsABaHe IEHHOCTTA HA aJIMUHHCTPALUATA.



C ropenocoyenara nuadopmanus cuurame, ye B PUOCB-ITazapmkuk ca BbBeeHH U
ce cmasBaT oOOLIMTE CTAaHZAPTH 3a KauyecTBO Ha aJIMHUHHCTPATHBHOTO OOCIy)KIaHe.
Peanusupana e jxenanara eeKTHBHOCT IIPH OCHINECTBSIBaHE HA A€HHOCTTA HA OPraHU3aLUATa.
[Tonaratr ce HempeKbCHATH YCHJIMS 3a MOJOOpsABaHEe M HAArPaXAaHE HA MOCTUTHATHTE
pe3yTaTH.

YTBBpanI:
KOCTAJJMH IELIIEB
Hupexmop na PHOCB-Ilazapoicux



