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MpeaoBuaeHn ca 11 meToda 3a U3MepBaHe Ha YOOBNETBOPEHOCTTa Ha noTpebutennTte oT
Ka4yeCTBOTO Ha aAMUHUCTPATUBHOTO 0B6Cy>XBaHe, OT KOUTO 5 CTaBaT 3a4bJ/IKUTENHMN.
3a40b/DKUTENHN 32 BCUYKN aAMUHUCTPALNK CTaBaT aHKeTHUTe NpoyyBaHns,
KOHCYNTauunTe CbC CNyXntenmte, HabnlogeHneTo No MmeTona ,TaeH KAMeHT",
aHaNN3NpPaAHETO Ha CUMHaAN N Xanbu n Ha MmegunHM Nnybankauunn.

I'Ipep,nara ce BbBeXOaHe Ha HOBW CTaHOaApPTW 3a aAMUHNCTPATUBHO O6CJ'Iy)KBaHe,
XapMOHM3NPaHN CbC CbBPEMEHHNTE NU3NCKBaHUA 3a Ka4eCTBO U c1306pa3ﬂBaHe C
I'IOTpe6I/ITeJ'ICKI/IF| nHTEepecC npun npeaoCTtaBAHETO Ha yCJyTrun. Hosute CTaHAapTn Cce
pa3nenaTt Ha 06N - 3a0BbJ/KUTENTHN 338 BCUYKN AaOMNHUCTpPaUnUn n cobcTBeHM -
3aAb/IKUTEJIHN CaMO 3a aAMUHNCTPaUNATa, KOATO T € obsasuna.

N3meHeHnATa B HapenbaTa 3a aAMUHUCTPATUBHO 00C/Ty)KBaHe NAaBaT Bb3MOXXHOCT Ha
aAMUHUCTPaUNMTE Aa YCbBbPLUEHCTBAT KAYe€CTBOTO Ha obc/y>XBaHe 4Ype3 NoCTUraHe Ha
DOMbJHUTENHN, COBCTBEHN CTaHOapPTW.

OTroBOpHa MHCTUTYLUA


https://strategy.bg/index.php/bg/public-consultations/4656

OTroBopHa MHCTUTYLUA

MuHUCTEpPCKM CbBET U Herosata agMUHUCTPaL A
Appec: Cocusa, byn. “KHa3 AnekcaHgbp JoHOyKoB ” Ne 1
EnekTpoHHa nowa: gis@government.bg

HauumHM Ha npepocTaBsHe Ha NPenJyio>KeHUs U CTaHOBMLLA

MopTana 3a obwecTBeHN KOHCYNTauuu (U3NCKBa Cce perucTpauns Yypes nMmenn);
EneKkTpoHHa noLa Ha rnocoYeHUTe agpecu;

CucTtemaTa 3a CUrypHO efleKTPOHHO BpbyBaHe https://edelivery.egov.bg/ (n3nckea ce
KBannuumnpaH enektTpoHeH noanuc nam MUK Ha HOW);

OduumanHmna agpec 3a KopecrnoHgeHuus.

NMone3Hu Bpb3KM

CbBeT 3a agMMHUCTpPaTMBHATa pedopMa - https://www.strategy.bg/bg/advisory-
boards/203/view
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ABTOp: B. MBaHoBa (16.11.2019 15:10)
MpennoxxeHue 3a AoNbJHEHNE

[a ce cb3pane an. 9 Ha 4. 24 CbC CNEQHOTO CbAbpPXKaHMe: "Bcaka agMUHUCTpaLmns
ypexxia BbB BbTpeLlHUTe CK npasuaa no 4a.1, an.2 nHpopMmpaHeTo 3a nNnpuiaraHuTe
MeToAWn, NPOYyYBaHETO, N3MEPBAHETO N YNPaBAEHMETO Ha YA0B/ETBOPEHOCTTA Ha
noTpebutenuTe KaTo CUCTEMA, KaKTO N POJSINTE N OTFOBOPHOCTUTE Ha CBOUTE CIIYXKUTENN B
TO3u npouec.”

BuoneTta IBaHOBa

ABTop: Cuneua Oackanosa (13.11.2019 10:23)
CraHoBuwe Ha HACO PG 2
1. ObpaTHa Bpb3Ka Ha noTpebutenure.

YnoBneTBOpeHOCTTa Ha noTpebutennTe oT NpeaoCcTaBeHOTO aAMUHUCTPATMBHO
obcny)xKBaHe e Lefn Ha BCEKN aiMUHUCTPATUBEH OpraH. MepruoanyHUAT aHan3 1 oLeHKa
Ha OT3MBUTE Ha NoTpebutennTe e Heobxoamm 3a nNonobpsiBaHe Ka4eCTBOTO Ha
06Cny>KBaHETO 1 MNOBMLLABAHE HMBOTO Ha KOMMETEHTHOCT Ha CAyXUTenuTe.

MpenBnaeHNTe N3MEHEHNA N OONbJHEHUS AeTannm3mpaT CbllecTByBalWaTa ypenba n
YyTOYHABAT NMMCBALLMTE AOoCera KOHKpPeTHU Mogenn n Metoam 3a obpatHa Bpb3ka. Y. 24,
an. 8 ot lNpoekTa Nnpeasmxaa Ha roamwHa 6a3a oa ce N3roTesa AOKNag 3a OUeHKa Ha
yOOBNETBOPEHOCTTa Ha noTpebutennTe 3a NnpeaxonHaTta rogunHa. Npeanonara ce, 4e 103U
Joknapg we cbabpxa B 0606LLeH BUA MHPOPMaLNS 38 N3NON3BaHNTE METOAN U 3a
nosly4yeHaTa B OTroBop obpaTHa Bpb3Ka. B TO3M CMUCBHA, NpU Han4Yne Ha TakoBa CpeacTBO
3a 0CBeOMSBaHe Ha rpakaaHuTe v opraHusaunnTe, cTaBa 6e3npegMeTHO U3NCKBAHETO
CbllaTa MHGopMaLmMa fa ce ornoeBecTaBa N NpefocTaBsa NepnoanyHo no peda Ha 4. 16, an.
2, 6. ,a" oT MNpoekTa.

MpepnaramMme naMmeHeHue B 4. 24, an. 2 oT [lpoeKkTa, KakKTo c/nenBsa:

#(2) ADMNHUCTPATUBHUTE OpraHn NOoAAbPXAT akTyasiHa MHHOPMaLUKNS 3a MeToaAnTe, KOUTO
1n3noa3BaT 1 NnpunaraTt 3a obpaTHa Bpb3Ka OT noTpebutenure”.

JonbnHeHneTo Ha 4. 24, an. 6 oT lpoeKkTa C AyMnTe 1 Ce ONoBecCcTsBaT He Mo-Malko OT
BeAHbBbXX FOAMLWHO" Ha NpaKTuKa e 6be3npegMeTHO, Nopaaun akTa, Yye Ta3m nHpopmaums
Cce ornoBecTsaBa C rogunLLIHNA OoKNag.

2. AKTyanu3auma Ha TeKCToBeTe U yeaHaKBfiBaHe Ha TepMUHoOJIorusaTa.

M3MeHeHneTo N gonbJHeHNeTo Ha HapenbaTta B Ta3m Hacoka e Heobxoaumo c ornen
cbobpa3siBaHe N KOOPAUHUPAHE C UAIoCTHaTa HopMaTuBHa ypeaba. NpomeHuTe B
TEKCTOBeTe B Ta3n HAaCOKa Ca pa3yMHO U HAaBPEMEHHO 3aKOHOAATENHO pPELLEHMe.


https://strategy.bg/index.php/download/1009054

HonycHaTa e HeTOo4YHOCT B § 15, T. 1 oT lpoeKkTa - 3aMsHaTa Ha AyMnTe ,CPOKOBETE 3a
M3BbpLUBaHe Ha 3asBeHaTa aAMUHUCTPaTUBHA ycyra“ cbC ,,CPOKOBETE 3a n3fgaBaHe Ha
MHONBNOYANHNA aAMUHNCTPATUBEH aKT /UM 3a N3BbPLUBaHE Ha 3adBeHaTa
agMMHUCTpaTMBHa ycnyra“, kacae 4. 14r, 1. 2 ot HAO, a He T. 1, KakTO e NMoCco4YeHO B
MpoekTa.

MpoeKTHT 3@ NOCTaHOB/IEHNE Lenn pedpopMUpaHe Ha CTaHgapTUTE 3a KayeCcTBO U MMa
noTeHuman ga nogobpm LANOCTHOTO aAMUHUCTPATUBHO obCcnyXBaHe. B cTpeMexa fa ce
MOCTUIrHAT OMUCaHNTE uenu, cnefBa fa ce ObpXXU CMEeTKa U 3a oNacHOCTTa oT
NMPeKoMepHO HaToBapBaHe Ha CAYXXUTeNNTE U BbBEXJaHEeTO Ha U3NCKBaHUSA, KOUTO He ca
cbobpa3eHun B eaHakBa cTeneH ¢ obema oT paboTa BbB BCSIKa aAMUHUCTpaums. B To3n
CMUCHJ MOXKe [la Cce Hanpasu angepeHumauma Ha agMUHUCTPaLUNTE, KaTo YacT oT
CTaHOapTUTe 3a Ka4yeCTBO Ha NMbpBO BpeMe Aa O6baaT NpuIoXMUMM caMo Mo OTHOLLUEHUE Ha
Te3un oT Tax, Kouto obcnyxeaT no-ronsam 6pon notpebutenn, Hanpumep Hag 25 000, a 3a
oCTaHannTe agMUHUCTPaLMM Ja uMa nepmon oT MUHUMYM 1 rognHa, B KOATO a ce
HanpaBAT HeobxoamMMaTa peopraHusaumsa n npegnpueMaT AenCTBUA Mo BbBeXAaHe Ha
CTaHpapTuTe. lNo-BMCOKa epeKTUBHOCT 61 ce NnoCcTUrHana, ako CTaHgapTuTe C
npenopbYnTeneH xapaktep npeobnanasaT. Taka BCAKa aAMUHUCTPaUNS We nMma
Bb3MOXHOCT Aa BbBeje Han-noaxoaawmTe cobcTBeHW CTaHOapTW cnoped KanauuTeTa
cu.

ABTOop: CunBua Hackanosa (13.11.2019 10:23)
CtaHoBuue Ha HACO Pb 1

3anerHanata naes B lNpoekTa Ha lNocTaHoBNEHNETO Ha MNHNCTEPCKN CbBET 3a U3MEHEHNe
N gonbaHeHWe Ha HapeabaTa 3a aAMUHUCTPATUBHOTO 0bCny>xBaHe € fla ce obnek4yu
aAMNUHUCTPaATUBHATA TEXECT 3a rpaKaaHUTe N opraHM3aunumnTe, NON3BaLlM
aOMUHNCTPaTMBHO obcny>xBaHe. ToBa € OCHOBHA Les1 U Ha TepUTOpUaNHNTeE
aOMUHNCTPALMN Ha U3NbAHUTENHATa BNaCT, NpefoCcTaBAWM agMNHNCTPATUBHO
obcnyxBaHe, Nopagn KoOeTo cucTeMHo ce paboTun 3a HeroBoTo noaobpsasaHe. Hapen ¢ ToBa
obaye, NnpeaBnaeHNTE MEpPKM cnenBa Aa oTYUTAT U Aa KOpecrnoHAMpaT C MHTEH3UBHOCTTa
Ha paboTaTa Ha CAY)XUTennTe B aAMUHUCTPaLUNTE 1 Ada ce n3berHe pucksbT OT Cb3daBaHe
Ha NpekoMepHa HaTOBApPEHOCT Mo OTHOLWEeHne Ha TAax. HacToswoTo cTaHOBULLE € OTHOCHO
OCHOBHUTE NPOMEHN, KOUTO BNAAT N Ca peSIeBaHTHU KbM aAMUHNCTPATUBHOTO
obcnyxBaHe, U3BBbPLUBAHO OT OBLLMHNTE.

1. HoBu cTaHpaApPTM 3a Ka4eCTBO HA aAMUHUCTPATUBHOTO 06C11y)KBaHe.

MpoeKTbT NpeaBM>KAa BbBeXXAaHe Ha HOBU 3adb/DKUTENTHU 06LKM CTaHAapPTW, ONMUCAHN
OeTalHO No CbAbPXKAHME U CMUCH B HOBOCH3AaneHoTo MpunoxxeHne Ne 7 KbM 4. 20,
an. 1 ot NpoekTa. HYacT OT CTaHZapTUTE Ca NPUJIOKUMN N KbM HACTOALWMNSA MOMEHT, APYru
npeanosiaraT CbLECTBEHN NPOMEHN B OpraHm3aumaTa U AeNHOCTTa Ha agAMUHUCTpauunTe.

o CTaHpapT 3a ocurypsieaHe Ha UHpopMauusa U obcny>KBaHe Ha aHIJIMACKMU e3HUK.
CnepnBa fia ce nedUHMpPa NO-ICHO KOra Ce CYUTA, Ye YCNIyruTe ca HaCOYEHUN 1 KbM
NMUa, KOMTO He BrafeaT 6b/rapcku e3uk - Hanpumep nocpeacTBoOM KOJIMYeCTBEeH
KPUTEPUIA U NMPOLIEHTHO CbOTHOLLIEHWE Ha aHrIOroBopALMTE noTpebutenn cnpsmo



Bnageewnte 6barapckmn esmk. Cnegea fa ce MMa nNpeaBug, 4e oCcMrypsiBaHeTo Ha
rnpesojay U/mnm Ha crneumanusnpaH copTyep 3a CUMy/ITaHEH NPEBO/, € CBbP3aHO CbC
3Ha4YuTeneH MHaHcoB pecypc. CneundunknTe B N3Nos3BaHaTa TEPMUHONOINA HanaratT
B noabopa Ha cnyXxuTenuTe B LLeHTbpa 3a aAMUHUCTPATUBHO 06CNy>XBaHe Aa yyYacTBaT
OorpaHWyeH Kpbr inua UWian ga ce ocurypu AonbiHUTESNIEH €3UKOB KYPC, KOeTO CbLLUO e
CBBHP3aHO C OOMBJIHUTENHN TeXeCTH.

e CTaHpapT 3a He3abaBHO U3paBaHe Ha aKT U/MaK nNnpepocTaBAHe Ha ycayra. Tosu
CTaHOapT CbLUO CfiefBa Aa Ce KaTeropmsnpa KaTo npenopbynTeNneH, a He KaTo
3a4bJDKUTENEeH. B 3aBUCMMOCT OT CTerneHTa Ha HAaTOBAPEHOCT N TEXHNYECKOTO Bpeme
3a NpoBepKa 1 n3naBaHe Ha aKT, peCneKTUBHO 3a NpefocTaBsaHe Ha ycayra, cnensa fa
ce pafe Bb3MOXXHOCT KOMMNETEHTHUAT CNyXKuUTesn Aa npeueHsaBa cCaMoCTOSATEesTHO
BPEMETO 3a U3BbPLUBAHE 33 BCEKN KOHKPETEH Clly4a.

e Cyntame npensioxeHmeTo no 4.8 an.2 ot lNpoekTa B UAO ga pabotaT camo
CNy>Xntenum ot obuaTta agMUHUCTPaUKMS 3@ HenpaBuaHo. FonamMaTa 4YacT oT
AOMUHUCTPATUBHUTE YCJIyrX Ca CBbP3aHN C 4eNHOCTWN NO rpakaaHckaTa perncrpaums
- MPEennNCK OT aKTOBE 3a NParKAaHCKO CbCTOAHME M 3asBABaHE Ha NbpPBOHA4YasHa UK
MPoOMsiHa Ha agpecHa peructpaumsa. ToBa ce oCbLUECTBABA OT CJIYXKUTENN OT
crneuvanusvpaHaTa agMUHUCTPaUMA, MPW ToBa BegHara 1 ycayraTta ce rnoJjiy4yaBa Ha
MACTO. CbLLOTO Ce OTHAcCsa N 00 4acT OT U3BBbPLUBAHUTE aAMUHUCTPATUBHN yCNyruy,
CBbP3aHN C MECTHMN JaHbLUN N TakcK. Brobule TakoBa HOPMaTUBHO perysavnpaHe e
n3nnwHo. Bcsaka agMuHncTpauma TpsbBa fa MOXKe CaMOCTOATENIHO Aa NpeLeHn C
KaKbB aAMUHNCTPATUBEH U YOBELIKWN pecypc Aa U3NbJHU U3UCKBAHMATA Ha
HapepbaTa.

e KbM 1.2, 6. ,8“ OoT MNMpunoxeHne 7 - NoCo4BaHETO Ha KOHKPETHW NJIOWMN N OTCTOAHME €
HENpPUIOXXMMO Ha nNpakTuka. NMybanyHa TanHa e, 4e B No-rosgMaTa Cu 4acT crpagHus
¢doHAa Ha obwmHnTe e ocTtapsan. PaboTaTt no 3,4 n 5 aywmn B eanH kabmHeT. B
CbllecTByBawWmTe T.H. PPOHT opumcn nnm LAO TpyoHO MoraT fa ce NMocTUrHaT Te3n
MaoLwm, CaMOCTOATESIHN CEPBU3HN NoMeLleHns v np. MNpeasoxxeHneTo HN e, Te da ca C
rnpenopb4YuUTesieH XxapakTep, N0 Bb3MOXXHOCT.

e [10 T.3 - MOCTaBAHETO Ha yYKa3aTenHu Tabenn Ha 150-300M. e noBeye OT U3IULLHO.

2. XapTa Ha KJIMeHTa.

MpensuaoeHnTe B 4. 21 oT NpoekTa U3MEHEHNSA U OONBJHEHNSA KAaCadaT CbLWHOCTTa U
npegHa3Ha4YeHUeTo Ha OOKYMeHTa XapTa Ha KaneHTa. MoTuemuTe 3a U3MeHeHue,
N310XKeHn B [loknaga Ha BHOCUTENS, NpeaBmXaaT XxapTuTe Aa cTaHaT No-KpaTKu, € no-
0ob6bp AnsanH n QoKycupaHm n3usano Bbpxy obuwmte n cobcTeseHn cTaHAapTM 3a
obcnyxaHe. OT HOBaTa peaakumsa Ha 4. 21 oT [poeKTa He CTaBa ACHO Kak we 6baaTt
MOCTUIrHATK Te3M Lenu.

Ha cnepnBallo MSICTO, Hy>XKHa e NoBeYye ACHOTa Mo OTHOLIEHWEe Ha PbKOBOACTBOTO, KOETO
e 6bae oaobpeHo ¢ akT Ha MUHUCTEPCKUS CbBeT. M0-KOHKPETHO - C KaKbB XapakTep Lie
Ca npeaBuAeHnTe B HEro pasnopendu - 3a4b/KUTENIEH UK NpenopbYNTENeH?

ABTOp: AceH Muxankos (20.10.2019 11:13)



ObnekyaBaHe Ha agMUHUCTPATUBHATa TEXECT
YBakaemun Oamun n Nocnoga ot AMA,

MNMoxBanHa e npoAb/iKaBawaTa Bu 6opba 3a obnek4yaBaHe Ha aAMUHUCTPATUBHATA TPXKECT,
HO L& CM NO3BOJISt HAKOJIKO NMpeaJsioxKeHns no HacToswWwsaTa Hapeaba:

-4n.2, an.2 pa otnagHe BTopaTa 6ykBa "n" oT HOBUSA TEKCT

-4n.8, an.3, 1.11 na ce pobasn n3peyeHme BTOpo: LleHTbpbT 3@ aAMUHUCTPATUBHO
obcny>xBaHe CbXpaHsaBa M MoABbPXKA aKTyasieH CMUCHK Ha BCUYKM BAHKOBU CMETKMU U
KoOoBe 3a BU[ MnJjallaHe, KoraTo € N3NCKyeMo OTHacCALWW ce 3a 3arJiawaHe Ha TakCcu oT
3aa9BUTENNTE Ha aAMUHNCTPATUBHN YCYyTn.

Mpenno)XeHNeTo MM Cce OTHACA 3a CMeTKN Ha 0bLWwunHUTE, 06/1aCTHN agMUHUCTPaLLUN,
cbaebHn opraHu, MBP, M1, pernctpun n gpyru opraHn n agMmMHUCTpaunn.

- 41.9:ce cb3naBa an. 2: Cny>xutenmTte He U3NCKBAT OT 3asBUTeNNUTE Ha agMUHNCTPATUBHN
YCNYyrun 3aBepeHn Konna Uin pa3neyv4aTK Ha XapTua Ha BeYe n3dageHn nHamnsmnayajiHn
AAMNHUCTPATNBHW aKTOBE OT ApYyrm aaMMHNCTPauUunn, Korato Ca MM onnn npenoCctaBeHU
KaTO eJIEKTPOHHWN OOKYMEHTMW.

lMpennoXxeHneTo MM € NOPOLAEHO C LeN npeMaxBaHe Ha U3Ka3BaHeTo" HO TO He e C
opurnHaseH neydyat".

C yBakeHue: AceH MunxaskoB

UcTopus

Ha4yano Ha obwecTBeHaTa KOHCcynTauusa - 17.10.2019
MpuknoyBaHe Ha KOHcynTauuaTa - 16.11.2019
CnpaBKa 3a noJsiyueHuTe npensoxXeHus

CnpaBka nnu cbobuieHne.

OKOHu4aTeJIeH aKT Ha MuHUCTEpPCKUA cbBEeT



