2 | PENYBJNINKA BBNITAPUA
MuHMCTepcTBO Ha OKONHaTa cpefa m BoauTe

PernoHanHa MHCNeKUuKnda no oOKoONHaTa cpefga n soaunte - Mnosous

YTBBPKJIABAM:

UBAMJIO NOTKOB:
Jupexmop na PUOCB - Ilhosous

AHAJIN3 HA YAOBJIETBOPEHOCTTA HA IOTPEBUTEJIUTE HA
AIMUHUCTPATUBHU YCJIYIT'H, HPEJJIAI'AHU OT
PETMOHAJIHATA UHCIIEKIAA 11O OKOJIHATA CPEJJA U
BOJUTE - IIJIOBAMB ITPE3 2024 'OJIUHA

HacTtodmusar AOKyMEHT TpelCcTaBisBa aHajdW3 Ha YAOBIETBOPEHOCTTAa Ha
NOoTpeOUTEeNTUTe HAa AaIMUHUCTPATUBHU YCIIYTH, Kacaeuly JeiiHoctta Ha Permonamnata
WHCIIeKIUS 110 OKoJIHaTa cpena u Boaute — [Imosaus (PUOCB - ITnoaug) npe3 2024 roauHa.
Toii e pa3paboTeH B U3MIBJIHCHUE HA M3UCKBaHUATA Ha Paznmen ocmu ,,MexaHu3mu 3a oOpaTHa
Bpb3Ka M H3CIE/IBAHE Ha YJIOBJIETBOPEHOCTTA®, ui. 21, an. 2 or BbTpemnure npasuia 3a
OpraHu3anus Ha aJMHUHHUCTpaTHUBHOTO obOcmyxBaHe B PUOCB — IlnoBauB, yTBBpAEHU OT
Hupektopa Ha uHCTHTYyHHATa cbe 3amoBen Ne PJ[-236/13.10.2021 roguna. Llenta my e
U3BBPIIBAaHE Ha H3CIEABaHE M aHAIM3UpPAHE Ha pe3ylTaTUTe OT oOpaTHaTa BpbB3Ka Ha
NOTpEOUTENUTe U YIpaBisABa YAOBIECTBOPEHOCTTA HAa MOTPEOUTENUTE OT KAa4eCTBOTO Ha
aIMUHHCTPATUBHOTO OOCIIy)KBaHE, KOWTO Ja MOCTYXaT 3a MoJ00psBaHE KayecTBOTO Ha
MpeaJiaraHuTe aAMUHUCTPATUBHU YCIIYTH.

AHanu3bT € U3BBbpUIEH Ha 0Oa3ara Ha 48 Opos MONMBIHEHW AHKETHU KapTH 3a
pOy4YBaHE MHEHMETO Ha MOTPEOUTENINTE HAa aJMHUHHUCTPATUBHU YCIIYTH, NMPEIOCTaBIHU OT
PUOCB - IInoBmuB 3a mepuoma ot 01.01.2024 r. mo 31.12.2024 romuna. Yact oT
HOITBJIHEHUTE aHKETH Ca M3IMpalllaHh MO eJEKTPOHHA IOlla BEJHO C MPEJOCTaBsIHETO Ha
aIMHHUCTpATHBHA Yyciyra (Hai-uecTo MPH MPEIOCTaBsSHE HAa JOCTBI JO OOIIECTBEHA
uadopmarms mo pena Ha 3JIOM), a ocraHamuTe ca TMOMBIBAaHU OT MOTPEOUTENUTE HA
aJIMUHUCTPATUBHU YCIYT'H Ha MACTO B aJJMHUHUCTpaTuBHAaTa crpajaa Ha PUOCB - [1noBauB Ha
XapTHs U ca OCTaBSHHU B IIOCTaBEHATa 3a LeJITa KyTUs B CEKTOp ,,EHO rume’.

AHanu3bT ce 0a3upa Ha MONydYeHUTEe OTTOBOPH B 8-Te 3aJa/IeHU BBIIPOCA B aHKETATA.
[To-momy ca 0600IIeHH pe3yaTaTUTE 32 BCEKH €IUH OT TSX.

1. B kakBO Ka4eCcTBOTO MOJI3BATE A/IMUHUCTPATHUBHHUTE YCJIYTH?

[Ipu yrouHsiBaHeTO Ha MpoQuia Ha MOJ3BAaTEIUTE HA aJIMHHUCTPATUBHU YCIyrH Oelie
YCTaHOBEHO, Y€ Hai-royiiMa 4acT OT TAX — 22 Ha Opoi (wiu 46% OT MONBIHUIM aHKETH) ca
ce ompenenuin Kato ¢pusndecku nuna. J[Bagecer ot ankerupanute (37%) ca ordesns3anu, ye
ca mpeicraBuTend Ha OusHeca (ThproBum). Iletmma ot anketupanute (10%) ca
NPE/ICTABUTEIIUTE HA HENPAaBUTEICTBEHHS CEKTOp. AHKeTaTa € IOmbJIIHEHa U OT 1
Ipe/ICTABUTEIT HA YOJIMYHUS CEKTOP (IbpKaBHS WIIM OONIMHCKA 3 MHUHUCTPALINA).
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TUN HA NON3BATE/TUTE HA
AOMUHUCTPATUBHU YCNYTHU

My6nnueH
cektop; 1; 2%

HMO; 5; 10%

Dusnyecku
nuua; 22; 46%

Toproeum; 20;
42%

2. JlecHo u oTKpHXTe HMH(poOpMaulusi 3a MHTepecyBamaTta Bu agMuHuCTpaTHBHA
yeayra?

Upes noaydeHUTE OTrOBOPHM Ha BTOPHs BBIIPOC aHAIU3UpAME JOKOJIKO aJEeKBaTHO €
npejcTaBeHa MH(OpMaIusTa 3a OJ3BaHUTE aIMUHUCTPATUBHU YCIIyrH oT cTpaHa Ha PUOCB
- [I10BIMB M KOJKO JIECHO AOCTUTIaT 10 Hes noissarenute. [losyuenute oTroBopu codar, ue
OONMIIMHCTBOTO OT motpedutenute, 96% ot Bcuuku aHketupanu (46 OT TAX) ca OTKPUIN
JecHO MH(popMalMsiTa 3a MHTEpecyBallata I'M aJMUHMCTpaThBHa yciyra. EnBa nBama ot
HOIBJIHWINTE aHKeTaTa CMsTa, 4e € JOCTHTHaJl 0 HeoOXxoaumaTta My HH(popmanus 3a
KOHKpETHa aJIMUHUCTpAaTUBHA yciyra TpyaHo. ToBa e euH JocTa OOHaaeKaBall] pe3yaTar u
OlLIEHKAa 3a HayMHA Ha MpEJCTaBsHE Ha MH(pOpMaLUATa OT CTpaHA Ha aJMUHHCTpAIHUATA, HO
BpIpekH ToBa cTpeMexbT Ha PHOCB - IlnoBauB ocTaBa NpOUEHTHT HA OTTOBOPHIIUTE
noJjoxuTenHo aa 6vae 100% u ekonHcneKusATa e padoTH B Ta3H HACOKa.

NECHO /I CE HAMUPA UH®OPMALUA 3A
AOMUHUCTPATUBHATA YCNYTA

HE 2; 4%

DA; 46; 96%
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3. OTkbae noayyuxre HHGoOpMaNKUs 32 AIMUHUCTPATUBHUTE YCIyTrH?

AHKeTaTa J]aBa Bb3MOXKHOCT 3a ITOCOYBAHE Ha MOHE €IUH OT 5 3aTBOPEHH OTTOBOPA.
Hsikon OT aHKETUpaHUTE ca MOCOYHIIH MOBEYE OT CIMH OTrOBOp. AHAIM3BHT NOKa3Ba, Ue Haii-
roJIsiM € OpOST Ha MOTPEOUTENIUTE, KOUTO ca TOMYYHIN HH(pOpMAIHs 32 aIMUHUCTPATUBHUTE
yeayru Ha PUOCB — [110BauB OT CIy)KHTEIUTE BbB (POHT-0dHCa HA eKOUHCIEKIusITa (28
oT aHketupanute). [louru ToikoBa ca oTOens3anu, 4e ca ce HHPOPMHUpAIH upe3 yed-
CTpaHHUIaTa Ha eKOWHCIeKIuATa (26), meTuMa — OT pa3roBOp C APYT CIAYKUTEN, APYTU TeTUMA
— OT KOHCYJITAHT, a YeTHpUMa — 4pe3 MPOyuBaHE HA HOPMATUBHU AOKyMeHTH. Cuutame, 4e
aHKeTaTa HEJABYCMHCICHO COYM, Y€ EKCHepTHTe, padoTemu B CEKTOp ,,6HO THIIE ca
KOMIIETCHTHH W OTBOPEHH KBbM MOTPEOUTEIUTE W TAXHOTO MPO(ECHOHAIHO OTHOIICHUE
roMara Ha ToJiIMaTa dYacT OT IOTPEOMTENHTE Ja Ce OpUEHTHpAT Oe3mpoOJIEeMHO IO
OTHOIICHHE Ha aJMUHUCTPATUBHUTE JICHCTBHS, KOUTO € HEOOXOIUMO J1a mpeamnpuemMar. [dpyr
U3BOJI €, Ye MHTEPHET CTPAaHUIATa Ha CKOWHCIICKIIMATA IOJAIIOMAara JISCHOTO U HHTYUTHBHO
OpHEHTUPAHE Ha TIOTPEOUTENHTE, TaKa Y€ Ja HAMEPAT HEOOX0AMMaTa UM HH(POpMAITHsI.

M3TOYHUK HA UHOOPMALIUA 3A
AOMUHUCTPATUBHATA YCNVYIA

W

Ot caiita Ha Ot dpoHT-0duca

PUOCB
25
110
- 26
15
10
OtHopmaTtusHu  OT pasroBop Cbe
OT KOHCYATaHT AOKYMEHTH
5
¢
Ot caita Ha PHOCB Ot dponT-0dMca OT HOpM3THBHMH

[AOKYMEHTH

4. HeobxoaumaTta Bu uH(popmManus 10CTbIIHA M IbJIHA JIH €?

JlBata mpeaBusieHH OTroBopa ca ,Ja“ W ,.He“. Bcuuku 48 morpeburtenu, MONBbIHUIN
aHKeTaTa Ha TO3M BBIPOC Ca OTTOBOPUIIM TOJOXKUTEIHO, Y€ HMH(pOpMauuaTra € IbjHA U
JOCTBITHA.

5. Cna3Bart JiM ce 3aKOHOYCTAHOBEHUTE CPOKOBE 32 MPEAOCTABSIHETO HA 3asiBeHATa
ot Bac ycayra?

AHaMM3bT MOKa3Ba, 4ye 96 % OT aHKeTHpaHWTE, YSTHPHUAECET M IMIeCT OT TAX, ca Ha
MHEHHE, Y€ 3aKOHOYCTAaHOBCHHUTE CPOKOBE 3a MPEIOCTABSIHE HA 3asIBEHUTE YCIYTH CE CIIa3Bar,
a enBa 4% ca M3pa3uIIM MHEHHETO CH, Y€ € MMaJIo 3a0aBsHE TPH TOJy4aBaHETO Ha 3asBEHATA
aJMHHHCTPATHBHA YCITyTa.
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CMNA3BAT /11 CE CPOKOBETE 3A
NPEOOCTABAHETO HA 3AABEHATA YC/IYTA?

HE; 2; 4%

NA; 46; 96%

6. Koii acnexkT Ha HammTe ycjayru He Bu yioBjerBopsia?

[Ipu TO3M BBIpPOC Ha AaHKETHPAHUTE € JaJeHa BB3MOXKHOCT Ja H30epar H3MExXITy
CJIETHUTE OTIOBOPH:
HexkomneTeHTHY CityKUTENIN
Hento6e3nu cinyxurenu
KauectBo Ha npenocTaBsiHaTta HHPOPMAIUS — ICHOTA, TOYHOCT, IIBJIHOTA
IIpocpouena npenucka
U JpyTo.

Camo TpuMa OT aHKeTUpaHHTe WM 6% OT BCHYUKH, ca MOCOYMIN MpuunHa(u) 3a
HEYJIOBJIETBOJIEHOCT, KaTO HSAKOHU OT TAX ca MOcoumia 2 oTroBopa. EMHUAT OT TAX € u3pazui

ANANE N NN

HEYJOBIIETBOPEHOCT OT MPOCPOYEHA MPEMHICKA, a OCTAHAINUTE JBaMa ca MapKUpald OTTOBOP
,»JAPYro®, Karto ca 0OSCHWIH, Y€ ,,MHOTO TPYIHO CE€ CBBpP3Ba MO Telie)OHA ChC CIYKUTEIN Ha
WHCIEKIUATa U TenedOHBT MOCTOSIHHO J1aBa 3aeTo™ M 4e ce € oOpa3yBajia omaimika Mpen
IEHTHpa 3a 00CITyKBaHE.

7. Koii acnekT Ha HamuTe ycayru Bu ynosiierBopsiBa?
Ha 1031 BBIIPOC aHKETUPAHUTE Ca CE BB3IOI3BAIM Ja I10COYAT I0OBEYE OT €JUH OTIOBOP
OT U30pPOEHUTE, KOUTO Ca:
JIt06e3HO0 OTHOIIIEHUE HA CITY>)KUTEIUTE
KoMIieTeHTHO OTHOIIEHHE Ha CITY)KUTEINTE
[IpenocTaBsiHE HA YCIYTHTE B CPOK
KauectBo Ha npenocTaBsiHaTa HHGOPMAIUS — ICHOTA, TOYHOCT, IIBJIHOTA

HApyro.
[Tonmy4yenuTe oTroBopH ca 06001IEHH Ha cpeiHaTa rpaduka:

ANANENENEN
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KOW ACNEKT OT OBCNY}XBAHETO
YAOBNETBOPABA NOTPEBUTE/NIUTE?

42 42

38

Haii-MHOTO bTH aHKETHPAHHUTE MMOCOYBAT, Y€ Ca YIOBJICTBOPCHU OT MPEIOCTABSIHETO HA
YCIIyTHTE B CPOK M OT KOMIIETCHTHOTO OTHOIICHUE HA CIY)KHTEIIUTE, C KOUTO Cca OOIIyBaIN
(Te3u nmBa otroBopa ca otOenszanu 1o 42 nbTu). [lomydyaBaHeTo Ha SICHA, IBJIHA M TOYHA €
Mapkupano oT 1o 38 morpebutenu Ha yciayrd. JI00e3HOTO OTHONIEHWE OT CTpaHa Ha
SKCIIePTUTE Ha CEKOMHCICKIMATA € HAlpaBWIO TIOJIOXKHUTEIHO BIieyaTieHne Ha 35 ot
aHKeTUpaHuTe EJMH OT aHKeTHpaHUTE € MOCOYUII OTTrOBOD ,,apyro. KM To3u BbIpOC ca
CbOpaHH U CJICTHUTE KOMCHTapH B CBOOOJICH TEKCT:

v, Cevpuux pabomama cu 6wp30 u 6e3npobiemno, 6aa200apenue Ha CLylCumenume Ha
PUOCB*;

., Cyosrcumenume pabomsim 0opu u 6 0beonama nouusra ‘;
., [lonyuux HysicHUme paszsicHeHusi no bNPoOCU, KOUMo He Mu 05xa sicHo **;
., brnazoodaps 3a 6vp3omo u npogecuonanno obcyxiceane .

AN

8. Kakpa e o0mara Bu oneHka 3a npe1ocTaBeHuTe aAMUHUCTPATUBHH YCJIYTH?
BB3MOXKHUTE OTTOBOPH Ha TO3H BBIIPOC Ca:

v' Henpueminusa,

v’ TlocpencTBena;

v VI0BIETBOPUTENHA U

v' HambJIHO CbM JI0BOJIEH.

AHaIM3bT MOKa3Ba, Y€ aHKETUPAHHUTE Ca IMOCOYBAIM CaMO TPH OT BB3MOKHHTE YCTHUPH
otrroBopa. TpumeceT u ceneM, 77% OT MONMBIHUINTE aHKETHUTE KapTH, Ca HAIIBJIHO ca OWMIN
HAIBJIHO yaoBIeTBOpeHH, oceM (17%) ca mapkupaiu, ye HpeiAoCTaBeHaTa yciyra € Ouia
,,yA0oBJeTBOpuTeNHA 1 TpuMa (6%) ca OIleHH/IH MMOJTydeHaTa yCcayra KaTo MoCcpeICTBeHA.
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OBLWA OUEHKA 3A NPEAOCTABEHATA
AOMUHUCTPATUBHA YC/IYTA

YO, 0BNEeTEOPUTENHA; §;
17%

nocpeicTeeHa;
3;6%

Hanb/IHO

~— YAO0BNETEOPEH;
37;77%

B ankeTHHMTE KapTH NPUCHCTBA M IIOJIE 3a OTIPAaBSHE HA NPEMIOKEHUS OT CTpaHa Ha
[OJI3BaTENIUTE HA YCIYyTUTe BBB Bpb3Ka C€ HEOOXOOUMOCTTa OT NOJOOpEHUs Ha
aJMMHHUCTPATUBHU yciyry, npegocraBsinu or PUOCB — [1noBaus.

[ToBeueTo aHKeTHpaHU ca OCTaBWJIM TOBa MoJie Mpa3Ho. Te3u, KOUTO ca ro MOMbJIHUIHN B
o0must cirydaid ca OTIOBOPHJIM, Y€ HSAMa HEOOXOIMMOCT OT mojgoOpeHwms. Hsxom ot
NOTPEOUTENUTE ca OCOYMIIM U3UCKBaHE Ha HAaBPEMEHHHU OTTOBOPH, Kacaelld CTAHOBHUIIA OT
JIpYTH WHCTUTYIUH. EMuUH OT TIX € OTHpaBWI NPEUIOKCHHE Ja C€ Ha3Hayar ,, nogeue
caycumenume 8 UHCMUMYYUsma, 3a 04 Mo2am 0a ce Cna3eam 6adiCHU HOPMAMUGHU
cpokose .

N3Boa: AHaMU3BT Ha PE3yJITATUTE OT OTTOBOPHUTE Ha BHIIPOCUTE OT aHKETATa CUNTaMe, ue
IMMOKa3BaT MHOI'O0 IMO3UTHBHA OICHKA HA aAMUHHUCTPATUBHOTO 06CJ'Iy>KBaHe — II€JI, KbM KOATO
PUOCB — IlnmoBouB ce cTpeMdH W pabOTH 3a MOAOOPSBAHETO My, BKJIIOYHTEIHO Ype3
HU3II0JI3BAHETO HA UHOBATHUBHU IMTOAXOIHU.
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