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TOJULIEH JOKJAJ
3A
OLIEHKA HA VJOBJIETBOPEHOCTTA HA NOTPEBUTEJIUTE OT
AJIMUHHUCTPATHBHOTO OBCJYKBAHE B ATEHIIUS IO TEQIE3HS],
KAPTOTPA®US Yl KATACTBP IPE3 2022 1.

JloknmagsT 32 OLIEHKa HA  yJIOBJIETBOPEHOCTTa HA  INOTPEOUTENUTE  OT
aJIMUHUCTPATHUBHOTO OOCIIy)KBaHE B ATCHIMS IO Teoje3us, KapTrorpapus W KalacTbp
(ATKK) u HeitHuTe 28 TeputopuanHu ciyxOu mpe3 2022 r. ¢ U3roTBeH W MyOJMKYBaH Ha
MHTEPHET CTPAaHULATa Ha ar€HUUATa, B U3I'BJIHEHUE HA HOPMATUBHUTE U3UCKBAHUS Ha 4. 24,
an. 8 ot Hapenbara 3a anmunuctpatuBHoTo oocmyxkBane (HAO).

AreHuusTa 1o Treoiesus, Kaprorpagus M KaaacTbp YIpaBisBa H3CIEIBAHETO Ha
YIIOBJIETBOPEHOCTTAa Ha KiueHTuTe oT 2014 r. mo pema Ha BHeApeHaTa W cepTUHUIMpPaHA
cucTteMa 3a ympaBiaeHue Ha kaudecTtBoTo cbriacHo cranjpapt bJIC EN ISO 9001:2015,
aKTyaJu3MpaHa M MHTEIpUpaHa CbC CHCTEMa 3a YIPABICHUME HA CUTYpHOCTTa Ha
uHpopmanusta, ceriaacao ISO/IEC 27001:2013 npes 2018 r. [TomoOpsiBane KayecTBOTO Ha
aJMUHHUCTPATUBHUTE YCIyTH, HA MpeKoBaTa U MH(GOPMALlMOHHA CUTYPHOCT U HEIPEKbCHATO
NOBHIIIABAHE HA Y/IOBJIIETBOPEHOCTTA HA MOTPEOUTENIUTE Ca OCHOBHHM 1I€IH, KOUTO CH ITOCTaBs
areHIusTa, Ipuiaraiki BHEJPEHUTE MEXaHU3MHU M MPOLEAypHU 3a HaOIIo/IeHUe, U3MEpBaHe,
aHaJIN3, OLICHSIBAHE U M10100psIBaHE.

3a tpera mopenHa roaumHa AI'KK orunta mocTurHaTtute pesynraTd U H3MepBa
HanpeabKa MO0 OTHOLICHHE YAOBJIETBOPEHOCTTa HAa MOTPEOUTENHUTE OT aAMHHUCTPATUBHOTO
oOcnyxBaHe. BbBeneHMTEe MHIMKATOPH U JOCTUIAHETO HA TEXHUTE [apaMeTpu 3a
U3ITBJIHEHNE HA IOCTABEHUTE LEJIU SCHO coyar, 4ye npe3 2022 r. upe3 IIaHupaHuTe 1eHHOCTH,
yhnpaBisiBalkl pucka M KoHTponupaiiku kadectBoto, AI'’KK ycroitunBo mocrtura cBoute

OCIIN.

1. Tlpeanpueru aeiicTBHs 3a U3cjeABaHe YA0BJIEeTBOPEHOCTTA HA MOTPeOUTEIUTE OT

npenocrapssHure ycayru or AI'KK

Hacodyenocrra Ha OEeHHOCTUTE KBM YAOBJIETBOPSIBAHE HA 3aKOHHUTE WHTEPECU Ha
ximeHtute Ha AI'KK e 3anernana B yreppaeHute IloauTHka 10 Ka4ecTBO U CUTYPHOCT HA

uHpopManuaTa U B Xaprara Ha KjiaueHTa. BbB Bcuuku 28 Cnyx0u mo reozaesus,



kaprorpadus u kagactep (CI'’KK), mpemocraBsiy agMHHUCTPATHBHH YCIYTH € W3rpajeHa
cucrema 3a KoMyHHKanus - LleHTsp 3a anmunaucTpatuBHO oOcnyxBaHe (LIAO) ot tuma ,,Ha
eqno rume”. B Llentpanno ympaBinenne Ha AI'KK ca o0ocobenn aBe aaMUHHCTPATHBHU
3B€Ha MO TMpenocTtaBsHe Ha yciayrn ot [eokaprgonn (IbpxkaBHUSAT Teoqe3UUYECKH,
kaprorpadpckn u kamactpaieH ¢ona, noxabpkan ot AI'KK) um ot ,Perucrsp Ha
npaBocriocoonuTe nuna“. KomyHukamusta ¢ MOTpEOUTENMTE U TPETH 3aMHTEPECOBAHU
CTpaHU CE OCBILECTBSABA 10 pejia Ha:

e [JlonuTukaTta MO Ka4eCTBO U CUTypHOCT Ha MH(OpMalusATa, Xaprara Ha KIHEHTa,
Kogekca 3a moBeneHue Ha CIy>KUTEIUTE B AbpKaBHATa aJAMUHHUCTpalus, ETuuen
kojekc Ha ciayxutenure B AI'KK u Hapen6a Ne PJI-02-20-4 ot 2016 r. 3a
IIPEIOCTABSIHE HA YCIIyTy OT KaJacTpajHaTa KapTa U KaJlaCTPaJHUTE PEruCTpH;

e 00IHMTE CTAaHAAPTH 3a KA4eCTBO HAa aJIMUHUCTPATUBHOTO OOCIYy)KBaHE CBITIACHO
3aIBJDKUTEITHATE U3UCKBaHUs - [Ipunoxenue Ne 7 kbm wi. 20, an. 1 ot Hapenbara
3a aIMHHUCTPATUBHOTO OOCITY)XBaHE, KaKTO W pEIHIa OT MPENOpbUYUTEIHUTE
usuckBanus - [Ipunoxenue 8 ot Hapenbata 3a aiMUHUCTPATUBHOTO 0OCTYKBaHE;

e Borpemnu npaBuia 3a OpraHu3alus Ha aJIMUHUCTPATUBHOTO OOCIY)XBaHE B
AI'KK;

e [lpaBuna 3a monyuyaBaHe M OTroBop Ha Bbhpocu, noimydyeHn B AI'KK upes
€JIEKTPOHHATA TOIIIa;

e Borpemnu npasunia 3a paboTa ¢ xanou u curtanu, nocteimim B AIKK;

e 3aKoHa 3a JI0CTBI J10 00IIecTBEHa HH(OpMaIIHS;

e 3akoHa 3a 3aluTa Ha JINYHUTE JTaHHU.

KomyHukanusata ¢ norpeburennte Ha aJMUHUCTPATUBHU YCIYTH, MPEAOCTaBSIHU OT
arcHIUATa, € HEeNPEeKbCHAT TMPOIEeC. 3a U3TPAKIAHETO Ha IIBJIHOICHHW JIBYCTPAaHHU
B3aMMOOTHOIIECHHS, TIOCTUTaHE Ha aJMHUHUCTpPaTUBHA NPO3PAYHOCT M KAYECTBO Ha
aIMUHUCTPATUBHUTE YCIYI'M, YMUTO OCHOBEH €EJIEMEHT € HaBpeMEHHAaTa M pe3yJiTaTHa
oOpaTHa BpB3Ka, aJMUHUCTpanuaTra u pbkoBoJcTBOTO Ha AI'KK xomyHukupar c rpymnute
NMOoTpeOUTENN HA AIMUHUCTPATUBHU YCIYTU Ype3 MIHUPOK HAOOP OT HHCTPYMEHTH:

e [lpenocraBsHe Ha wuHpoOpMalus Ha cpeAcTBaTa 3a MacoBa HHopManus 3a

tekymara aeiHoct Ha AI'KK, 3a pesynrarure oT JEHHOCTTa W 3a IUIAHUPAHUTE

MIPOMEHU U NMOJ00PEHNUS;



JInyHO ydacTHie Ha U3IIBIHUTEIHUS AUPEKTOP WM ONPEIEICHHN OT HErO CIYKUTEIN
B IMYOJUYHH MEPONPUITUS OT OOIIECTBEHUS >KUBOT, OCUTYPSIBAIM IIHPOKU
KOHTAKTHU C TPaXIaHUTE, HETIPABUTEICTBEHUTE OpraHNU3aluu U OM3HECa;
OpranuzupaHe 1 poBeXKaaHe Ha paOOTHU CPELU U KOHCYJITAaTUBHU ChBETH;
Wntepuer crpanunarta Ha AI'KK;

TenedhonnuTe NMHUM 3a Bpb3Ka C MOTPEOUTENUTE HA YCIYTH — B LIEHTPAIHOTO
ynpasiienre Ha AI'’KK u BB Benuku CI'KK;

Kytuunre 3a curHany, npeniokeHus, kajadu U MOXBalii, KyTHH 32 aHKETHU KapTh
BBB BCEKH IIEHTHD 3a aagMuUHUCTpaTUBHO oOciyxBaHe Ha CI'’KK u B menrpamHaTa
aJMUHHCTpALNS;

[ToctaBenara BbB Bcuuku [JAO na CI'KK Xapra Ha kiueHTa;

[Ty6mmkyBanun Ha wuHTepHeT crpanunata Ha AI'KK manHM 3a KOHTakT c

JJIBKHOCTHO JIMIEC 110 3alllMTa HAa TUYHUTC JaHHU.

MetoauTe 3a oOpaTHa Bph3Ka ¢ MoTpeduTenure, Kouto € BbBena u npunara AI'KK,

OTTOBapsAT M3IIUI0O Ha M3UCKBAHUATA Ha cTaHAapTa 3a kadecTBo ISO 9001:2015 u Hapenbara

3a A AMUHUCTPATUBHOTO 06CJIy>KBaHe.

IIpe3 2022 r. 3a mpoyuBaHe, M3MEpBaHE M OIICHKA HA YIOBJIETBOPEHOCTTAa Ha

HOTpe6I/IT€J'II/ITe, KaKTO M 3a aHallu3 Ha TCXHUTC HarJlaCu MW O4YaKBaHUsA, CC H3II0JI3Baxa

CJIICAHUTC MCTOIH :
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AHKeMHU NPOYYBAHUSL,
npogeHcOane Ha KOHCYIMAYUU CbC CAyACUmenume;
HabOr00eHUue no memood ,,maeH KiueHm *;
AHANU3 HA CUSHATIU, NPEONIONCEHUS, HCATOU U NOXBANU,
aHanuz Ha MeOuuHU nyoIUKayuu,;
npogedxicoane Ha KOHCYImayuu ¢ yenegume epynu, cevpianu ¢ ycayeume na AIKK —
Homapuycu, Opoxkepu HA HeOBUICUMU UMOMU, NpeOnpuemadl, CmpoumenrHu
KOMNAHUU, NPABOCNOCOOHU TUYd U Op.,;
meneg)oH 3a 0OpamHa 8pv3Ka;
NPUEMHO 8peme C HAYaTHUYu Ha CyxHcou,
aManu3 Ha 6MOPUIHA UHGOPMAYUAL.
1.1. AHKeTHU NpOy4YBaHUs

AHKETHpaHeTO Ha MOTPEeOUTENNTE Ype3 aHKETH Ha XapTUeH Hocuten u mnpe3 2022 r.

CC MPOBEAC CHIIACHO PECTIIAMCHTUPAHUTC CPOKOBE BBB B’BTpeH_IHI/ITC IIpaBHJjia 3a OpraHru3alusa



Ha aJMUHUCTPATUBHOTO oOciykBaHe M HapbuHuka Mo ynpaBiieHHE Ha KadeCTBOTO U
CUTYPHOCT Ha wuH(oOpMaIMsaTa — Mpe3 M. MapT M M. CENTEeMBPH B IICHTPOBETE 3a
aaMuHucTpatuBHO obOcimyxBane Ha 28-re CI'KK. IIpemocraBeHnTe aHKETHH KapTuh ca
yaupunupanu 3a Bcuuku CI'’KK. AnkeTHaTta kapTa € nmyOJHMKyBaHa Ha O(DHUITMAIHHUS CalT Ha
AT'KK u e nmocTenHa 3a OHJIAHH MOIBJIBAaHE IO BCSIKO BpeME, C KOETO € OCUT'ypeHa
BB3MOKHOCT M 3a IOCTOSTHHa oOpaTHa Bpb3Ka ¢ morpedutenure. JJaHHUTE MEpHOAUYHO ce
aHaJIM3MpAaT, 0KiaaBar ce npu llpernena oT pbKOBOJACTBOTO U €2 OCHOBAaHHUE 3@ BbBEKIAHE
HA HOBM U YCHBBPIICHCTBAHE Ha CHUIECCTBYBAIM NPAKTHUKA MpH O0OCITy>KBaHE Ha
MOTpeOUTETUTE.

[Ipe3 2022 r. mos3BaTeanTe Ha aAMUHUCTPATUBHU YCIIYTH, MOXEIAIA Ja U3Pa3sT
CBOETO MHEHHE 4Ype3 MONBJIBAHETO Ha aHKeTHaTa KapTa ca obmo 841 mymw, ydactBanu B
MPOYYBAaHUATA TPE3 MECEIHUTEe MapT U CENTeMBpPU, KAKTO U TMONBIHWINTE aHKeTaTa Ha
untepHer caiita Ha AT'KK. Ilpe3 2021 r. texuust Opoii e 963 mymm. Pesynrarure ot
AHKETHOTO IpoyuBaHe mpe3 2022 r. ca mapajesHo pasriie/laHu, aHAJIM3UpaHU U CPAaBHEHU C
te3u ot 2021 rox., ¢ men SCHO J1a ce MPOCIEAST 3aJI0’)KEHUTE WHIUKATOPH, U3ITHITHEHUETO Ha
MOCTaBEHUTE 334U, Ja C€ OTKPOST TEHICHIIUU U OTUETE HAMPEIbKbBT.

[IspBuTe Tpu rpaduku npeactaBat uHGoOpMalus, KOSITO ce OTHACS 32 OOEKTHBHO
M3MEPUMH TOKa3aTeId M JIaHHUTE Ca CHOTHOCMMU KbM O(DHUIIMAIHUTE CTATUCTUYECKU
u3MepBaHus Ha areHuusaTa. OcraHanure auarpaMu (Kacaelly CTEIeHTa Ha YIOBICTBOPEHOCT)
HOCSIT OIpe/ieJieH MPOLEHT CyOEeKTUBU3BM, U Ca C OPUEHTUPOBBYHA CTOMHOCT 3a HYXKAUTE Ha

aHaJIu3a.

B xakB0O Ka4uecTBO M0JI3BATE AIMUHUCTPATUBHUTE yCHyFH?
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KaxBu ycayru cre noysBaau ?

Kakeu ycnyru cre nonisanu ?

(201r.)

-

B CHMLLD Ml OIOMAEH MMOT B
HeyDBANK SHDINS TERTODMN

BB CHMU Ma TOXEMARY HMOT §
YOO AIMINDAMD TODTORMA

B CXema 10 COMOCTONTRNOM OOEKY B CTpAaN
8 Crmga ma crpaga

@ YAOCTOMPOMME 12 NDWOMANES M NPOOKT
30 MIAAIESOM 1A HARICTDANIATA KADTS

W HAACTDASNMIE DETWETEM
DY AOCTOSDEHISE 50 MANWGMES /20 AWACS

M Jrent

OTkvae nonyuuxre
uHbopmauus

33 aAMUHUCTPATUBHUTE YCAyrn?

(2021r.)

B O1 wopMmaresime

AORYMERTI

B O paoeop ¢ Hal
nonera

B O1 1aumn wropuet
caity

m O $pont odwca "Ha
SAN0 IMwe”

B O1 nomcyaranr

8 OF nPAsocnNOcoGHO nwe

Kakeu ycnyru cte nonssanu ?

(22r.)

W CRIER Ha NOISMARH HMOT B
HeYDOANMIMPANS TepTOpIN

B Cxmiga Ma NOJOMNOM MMOT §
YPOIHMINPIHD TOHTOPHA

B Ot ma camoctrontenen obext o crpass

0 Crniga ma crpana

BYAOCTOBEPEHNE 10 NPUOMINE Ha NPOCKT
33 MIMEHEHIE HA KALACTDANNATE KAPTS

M KASACTDANNNTE POrNCTPN
G YAOCCTODOPEMME 53 HANWMIINE AW AINCa

WA [

OTtkbae nojrydyuxrte nHpopManus 3a aAMUHUCTPATUBHUTE YCJIyru?

OTkvae nonyunxre
uHdopMmayma

33 agMUHUCTPATUBHUTE YCNYyTn?

{2022r.)

B Of wopManesim e
AORYMENTI

B O paoeop ¢ Hau
ONeTa

B O1 waumn uiTopiet
Caity

| O1 $pont odwca "Ha
SN0 e

B O nomcyaranr

8 01 npAsocNOCoGHO Nwue




Heo0xoqumara Bu undgopmanmsi 10CTHIHA U IbJHA JIH €7

H‘):.‘_: : 94% -

IIpe3 2022 r. B IJAO nma CI'KK, B agMUHUCTpaTHBHUTE 3BEHA 3a OOCITy)XBaHE-
['eokaptdonn u ,,Peructsp Ha npaBocrocodbnurte nuna‘““ B neHtpanno ynpasienue Ha AI'KK,
npe3 moprana 3a eJIeKTpPOHHHU yciayru - KagactpaniHo agMuHMCTpaTUBHATa MH(pOpMaIMOHHA
cucrema (KAUC ) na AI'KK u 4pe3 Cucremara 3a curypro enekrpoHHo BpbuBane (CCEB)
Ha EnuHHMS mopTan 3a JOCTHI Ha eleKTpoHHW amamuHucTtpatuBHu ycinyru (ETIJIEAY) ca
manbaHeHn 1 900 000 Op. ycayrum. OT TAX MO €NEKTPOHEH NbT Ha MNOTpeOuTens ca
npenoctaBenn 1 200 000 6p. 3asBenute u npenocraeHu npe3 KAWC noprana cnpaBku ca
3007 000 6p.

[Ipe3 oTueTHHs TEpPHOJ MPOABIDKABA TEHACHIMATA KbM 3HAUYMTEITHO HapacTBaHE HA
HOTPEOUTENICKOTO ThPCEHE Ha KaJaCTPAlHU YCIYTH, MOPaJd HENPEeKbCHATOTO YBEIUYaBaHE
Ha TepuTopusATa ¢ oJo0OpeHa KajacTpanHa Kapra. Pacre OposT Ha €JIEKTPOHHO

npenocTaBeHuTe ycuryru. 3a 2022 r. TexHusT 15 e 63%.



Kaksa e o6mara Bu onenka 3a npepocraBeHuTe aAMAHUCTPATUBHHU YCIyTru?

Kaksa e obuara By ouyeuxa sa Kaxksa e obuwara Bu ouewHka 3a
npepocraseHnTe npegocraseHure
agMuUHUCTpaTMBHK yeayru? (2021r.) aaMUHKUCTPaTMBHK ycnyru? (2022r.)

@ Hanwbiso cum AosoNeH B HanuaHo cuem QoBoneH
B YaosneTsoputenia @ Yaoanetsoputensta

B Henpuesmnnaa @ Henpuemnusa

W MNocpeacraena 8 NocpeacTeexa

| lpyio | /lpyro

Koii acnexT Ha HammTe ycayru He Bu ynoBiersopsiBa?

Koit acnekT Ha HawwuTe ycayrm Kol acnekT Ha Hawure ycayrm
He Bu yposnersopasa? (2021r.) He Bu yaosnersopasa? (2022r.)

@ Aipyro afpyro

@ KauecTsoTo Ha NPeAoCTasNHaTa @ KaNecTeoro Ha NpegocTasRHars
WHOOPMAUMA ~ RCHOTH, TONHOCT, NHAHOTA MHSOPMALIA — REHOTA, TOYHOCT, TBAHOTS

@ Npocposena Npenucka @ Mpocpouesa NPenucKa

B HemoGesnu caymmreny B HemoGeauw caymmrenn

@ HOKOMDEOTONTHY CAYRMTONM B HEHOMIETEHTHI CIYMUTENK



Koii acnexkT Ha HamuTe ycayru Bu ynosierBopsia?

0% f 26%

28% 5%

ITpe3 2022 r. pnagenara oOmia OIEHKAa OT MOTpeOMTENMTE 3a CTENEeHTa Ha TAXHaTa
YIOBJIETBOPEHOCT OT NPEIOCTABEHUTE AJMUHUCTPATUBHU YCIYrH € BHcOKa. CyMapHO
NpOLEHTa Ha AaHKETUPAHWUTE, OCTAHAJIM HAMbJIHO JIOBOJHU U YAOBIETBOPEHU OT
npenocraBeHara ycayra € 92%. Kato neapT Ha OTroBOpUIIUTE C ,,HAITBIHO CHhM JOBOJIEH €
HapacHaJ C JeceT yHKTa B cpaBHeHue ¢ 2021 r. M3pasminre HeAOBOICTBO rpaxaanu ca 8%.
Te mocouBaTr KaTo MPUYMHHM 3a HEYNOBJIETBOPEHOCTTA CH KAauyeCTBOTO Ha IpEAOCTaBEeHAaTa
uH(popMalus, IPOCPOUYEHA MPENNUCKA, HEBEKIIMBO OTHOIIEHNE Ha CIYKUTENH, ChbCTOSHUE Ha
MaTepuaiHo-TexHuuecka 0aza Ha LJAO u np. OTueTeHM ca KOHKPETHUTE MPOIYCKU U
HECHOTBETCTBUS, U Ca NPEINPHETH CHOTBETHH MIEHCTBHUS 3a TIXHOTO OTCTpaHsSBAaHE U

MUHHMHU3HPAHE.
1.2. IIpoBe:kaaHe HA KOHCYJITAIUH ChC CIYKUTETUTE

[Tpe3 2022 r. ce mpoBeAoxa peaula KOHCYATAlMU M PAOOTHU CPEUI MEXITY

PBKOBOACTBOTO U ciyxkutenu oT [{AO 3a oOcwkxmaaHe Ha mojydeHaTta HegopMaaHa oOpaTHa
8



Bpb3Ka OT mnorpeburenure. Jluckyrtupanu ca penuna npoOsieMH, H3pa3eHH YCTHO OT
KJIMEHTUTe, U Ha Ta3u 0a3a ca B3eTH KOHKPETHU pEIICHUs 3a ONTUMH3UpaHe Ha pabOTHHUs

IpPOLIEC 110 AAMUHHUCTPATUBHO 00CIIyKBaHe, KaTo:

- AxTyanHa U cBoeBpeMeHHa HH(POPMHUPAHOCT HA TIOTPEOUTEIUTE UPE3:

e yuHTepHeT crpanunara Ha AI'’KK;

e akryanHa uapopmarus B HAO;

e nyOnukyBaHa MHGOpMaLMS B MEIUUTE 3a AITCPHATUBHUTE BB3MOXKHOCTH 32 JOCTBII

710 KaJlaCTPAITHUTE YCIYTH:
O upe3 eIEeKTPOHHO 3asBsIBAHE Ha YCIIyTH;
O upe3 ONPaBOMOILEHUTE IO 3aKOH JINIIA;
O upe3 OOUIMHCKHUTE aIMUHHCTPALINY;
O upe3 OOLUIMHCKUTE CITYKOU IO 3eMeIeIue;
O upe3 HOTapUyCHTE.

- OmnepaTuBHM pelIEHUS W YyKa3aHUsA 3a YEJHAKBSIBaHE Ha MPAKTUKUTE MEXIY
ciayxutenute B LJAO na CI'’KK mpu KOHCYNTHpaHETO Ha TpakIaHUTE 3a crernupuyHu
Ka3zycH;

- Jlpyru npumepu 3a npoOaeMu U pereHusl, IPOU3X0XkKIaIIH 0T KOHCYJITAllMUTE ChC
CITy’)KUTEITUTE — HEOOXOAUMOCT OT €KEJHEBHA OpraHu3alis Ha paOOTHHS MPOLEC TPU TOJISIM
IPOILEHT OTCHCTBAIIM CIYKHTeNH (OTIyCcK IO Ooiect, ydactue B OOydeHUs U 1p.),

npepasnpeaACIAHC Ha 3aJa4d U B3AUMO3aMCHACMOCT.

1.3. U3pbpuiBane Ha HAO/II0eHHe IO MeTOA ,, TaeH KIHeHT

[TpoBenenute npe3 2022 r. HabGnrOJACHHUS Ha MPEJOCTABIHETO HAa aJMUHUCTPATUBHH
YCIYT'H TIO MEeTo/a ,,TaeH KIMEHT “ ca peain3upaHy IJIAaHOBO WM U3BBHIUIAHOBO OT OTAEN
»KoHTpon®, ceriacHo yrtebpaeHara B AI'’KK Meronuka 3a u3BbpIIBaHE Ha NMPOBEPKH Ha
CT'KK. IIpoBepkuTe ca OChLIECTBEHH O TeIePOHA U ca ChCTABEHH MPOTOKOJIM 3a BCAKA €IHA
OT TsX. YCTaHOBEHO €, Y€ MCKaHaTa WH(pOpMallus ce MpeaocTaBs KOPEKTHO, HO BCE OIlle UMa

ClIydyau, IpH KOUTO OIPCACIICHUTC CIYXUTCIN Ha CI'KK He OTTOBApAT Ha IOCOYCHUTC
Teﬂeq)OHI/I 3a Bpb3Ka. HpOl’Iy'CKI/I Ca OTYCTCHU U MPU IPEACTABAHCTO HaA CIIYKUTCIIUTEC 110 UMC

U IIbXKHOCT. MI3roTBeHu ca u H3MPATCHU YKa3aHUWA B IMCMCH BHU/I OT U3IIBJIHUTCIIHUA JUPCKTOP

1o Hadanmauuute Ha CI'KK, u ce npocieasBa u3mbJIHEHHETO UM.

1.4. AHaJu3 HA CUTHAJIM, MPEJIOKEeHHS, )KAJI0U U MOXBAJIH
ITpe3 2022 r. B AI'KK ca noctenunu o61mo 128 6pos »anbu u curaainu, ot kouto 20

Op. ocHoBarenHu unu 15%. Brnucanu ca B Perucrepa Ha kanlOu u curHanu u oopaboTeHu

9



cwriacHo pasnopenoute Ha AIIK n Brrpemnure npaBuna 3a pabora ¢ xanbu u curHaimu. 3a
cpaBaenue mnpe3 2020 r. OposT Ha CUTHAIUTE U KanOuTe OT GU3MYECKH U IOPUAMYECKU JTUTA
€ OWJ1 3HAYUTEITHO MO-TOJIIM - 347 OpOsi CUTHAIM, MPEJIOKECHUS U KAJIOU, OT KOUTO 72 Op.
ocHoBatenHu win 21%. Ilpe3 2021 r. te ca 133, karo 22 ca ocHoBarenuu uian 17%. Haii-
YECTO OCHOBATEIIHUTE KAJIOM KacasT MCKaHUS 3a OTCTpaHsIBaHE HA TEXHUYECKHU T'PELIKU U
3a0aBeHO u3IIbJIHEHUE. [Ipennpueru ca peauna AONBIHUTEIHU IEHCTBUS 32 OTCTPAHSIBAaHE Ha
HECHOTBETCTBUSATA U IPOMyCKUTE. B3eTu ca pemeHus u pa3nucaH BbTPEIIHHA Pa3opeon 3a
noanomarase Ha mno-HaroBapenute CI'’KK ¢ ekcrnepTHa mHOMOII OT CIyXXHTEIUTE Ha
ocranasmte CI'’KK. IIporechT ce koopMHUpa €KEIHEBHO C €] HeJOMyCKaHe 3a0aBsHe MPU
U3MBJIHEHUETO Ha ycayrure. OTUETeHH ca MOJIOKHUTEIHHUTE PE3yJATaTH OT B3E€TUTE MEPKH,
KaKTO ¥ 3HAYUTEITHUAT HAMPEIABK 110 OTHOIIEHUE YAOBIETBOPEHOCTTA HA TIOTPeOUTENHTE.

OT mpeamera Ha TMOJIYYCHUTE JKajdOM U CHUTHAIM MOXE Jla Ce€ HampaBU H3BOJ, 4e
TrpaXXIaHUTE HE ca 3alo03HAaTU C MPOIEIypUTE, CBbP3aHU ChC Ch3JaBaHE, MOAIbPKaHE U
n3meHenne Ha KKKP, kakro u ¢ Tounnte pynkmun n npasomomus Ha AI'KK, koero Boau 10
OTMpaBsiHE HA HEOCHOBATEIHU UCKAHUS M OIJIAKBAHMS, BKIIOYUTEIIHO UM TaKMBa, KOUTO HE ca
or kommereHTHocTTa Ha AI'KK (Hampumep KOHTpONl BBPXY 3aKOHOCHOOpa3HOCTTa Ha
CTPOUTEINICTBO, KOHTPOJ HA JICHCTBUS HA OOIIMHCKY aAAMUHHUCTPALIMH U Jp.).

OTHOCHO OCHOBATEIHHUTE >KaJIOM cielBa Ja ce OTOEJIeKM, Ye He ce Ha0Ir0aBaT
MOBTAPSIIIM CE OIUIAKBAHUS WJIM TAaKMBA ChC CXOJICH MPEAMET MO0 OTHOIIECHUE Ha MPOLICTYPUTE
no noaabpxkane Ha KKKP, T. e. Bceku oT ka3ycute e cnenu(puueH U WHAUBUAYAJICH, U HsAMA
OMpEeIETIEHO MOBTAPSAIIO c€ HenpaBoMepHO nerictBre ot ctpaHa Ha CI'KK.

OtmnpaBenu ca roism Opoit 6maromapuoctu kbM ciyxutenutre Ha AI'’KK n CI'KK u

IIOXBaJIM 3a BUCOKOTO UM HpO(beCI/IOHaJ'IHO HUBO IIpU OPCAOCTAaBAHC HA aIMUHHUCTPATUBHHUTC
YCIIyTH.

1.5. AHanu3 Ha MeIUITHU MYOJIUKAIIUM:

B AT'KK cTpukTHO ce npoBepsBar, pa3riexaaT U aHaJU3UpaT BCUUKU ITyOJUKALIUU C
OTpa3eHU MPOIMYCKH MM HechoTBeTCTBUS B paborata Ha AI'KK, karo mpe3 2022 r. HaMma
OTYETEHH OOCKTUBHU HETaTUBHU CUTHAIH.

[Mpe3 2022 r. ca myOiaMKyBaHW MaTepHalld B peaulla MEIUH W HH()OpMAIMOHHH
wiatopmu, oTpassBally JeiiHocTTa Ha areHiusATa. OCHOBHUSAT aKLEHT € Bb3MOXKHOCTTA Ha
TpaKJIaHUTE J1a IOJaBaT 3asBJIEHUATA CH 10 €JIEKTPOHEH MbT. [Ipoabiiku NONyasspu3upaHeTo
Ha Ch3J1aJICHUTE MPABHU BB3MOKHOCTH 3a noanomarane Ha CI'’KK npu agMuHuUCTpaTUBHOTO
obcmyxkBane. O6muHcku aamMuHUCTpanun, ¢ kKouto AI'KK nma ckirodenn criopazymeHus 3a

AIMUHHUCTPATHBHO o6cny>1<BaHe, KakKTO n OIMPAaBOMOIIICHUTEC JIM1a, HpI/I]IO6I/IJ'II/I
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IPaBOCIIOCOOHOCT MO peAa Ha 3akoHa 3a KagacTbpa W uMOTHHS peructsp (3KHUP),
MPEIOCTaBIT HAa MOTPEOUTENNTE HA KaJacTPAIHU YCIYTH CKUIM, CXEMH U YIOCTOBEPEHHUS.
OOIUMHCKATE CITYKOHU 10 3eMeJIeNINe CHIIO Ca OMPABOMOIICHH J1a U3TOTBAT CKUIIU U CXEMH 32
UMOTH B 3€MEJICJICKH U FOPCKU TEPUTOPHH C OJ0OpEHU KaJacTpajiHa KapTa W KaJacTpaliHu
PErucTpu, KakTO U HOTAPUYCHUTE.

Otpazeno Oe B penuila MEIUH W TIPUBICYCHO OOIIECTBEHOTO BHUMAHUE KbM
BHECEHMSI 3aKOHOIPOEKT, ¢ KOWTO CE€ MpElBIDKIAIIE Ch3JaBAHETO HA HOBA MEracTpyKTypa
»AbpKaBHa areHius 1o BrnucBaHuATa ([IAB) B wu3mbiHuUTenTHATa BIACT, CBBP3aHO C
m3nu3aneto Ha AI'KK ot cucremara na MPPB, 3akpuBaneTo n u npecTpykTypupaneTo u. B
MHOKECTBO MyOJMKAIMU IsUlaTa Teojie3ndecka OOIIHOCT U3pa3d KaTerOpUYHOTO CH
HEChIJIaCHE C MpeJIaraHuTe 3aKOHOJIATETHU MPOMEHHU.

B HaunuoHanmHuTe, pErHoOHaTHM UM MECTHH MEAMM c€ OTpa3su U IMpoBelIeHaTa
NpeAynpeaUTeNIHa CTauka, B KOATO B3exa ydyactue Bcuuku ciayxurenu Ha AI'KK u CI'KK, ¢
MOCTaBEHW HCKAaHUS 3a HMHACKCHpAHE Ha TPYAOBHUTE BB3HATPAXKICHUS B YCJIOBHITa Ha
HapacTBamara nHgIanus.

Brrpeku cp3ganute ce npe3 2022 1. cepro3HH MPEANOCTaBKY 32 1eCTa0UIN3allls BbB
(GYHKIIMOHUPAHETO Ha  areHIUsATa M YYBCTBOTO 32 HECHUTYPHOCT B CIYXHUTEIUTE, C
MOTHBUpAIIN YIPABJICHCKU pEIICHUS, BUCOKA JUCIMIUIMHA W JIMYHA OTTOBOPHOCT CE€
OBJIQ/IsIXa MPOOJIEMUTE, U HE C€ JOMYyCHA MOHMKaBaHE HAa KA4€CTBOTO MPH IPEIOCTABIHETO
HA AaIMUHUCTPATUBHU YCIYyTH, 3a KOETO CBUJETENICTBA JaJieHaTa BHCOKA OIEHKa OT
aHKETUpAHUTE TMOTpPeOMTEeNH 3a  CTEMeHTa Ha  TAXHAaTa  YAOBIETBOPEHOCT  OT

AIMUHHUCTPATUBHOTO 06CJ'Iy>KBaHC.

1.6. ITpoBe:kaaHe HA KOHCYJITAIUH ChC 3aUHTEPECOBAHMN CTPAHU B PAMKMTE Ha

KOHCYJITATHBHU OPraHH
KoHcynTanuure cbC 3aMHTEPECOBAHU CTPAHU C€ IIPOBEXKIAT YPE3:

- Iloprana 3a oOuiecTBEHNW KOHCYITAllMM MPH U3TOTBSHE HAa HOPMATHBHMU JOKYMEHTHU
WIM TEXHUTE U3MEHEHUS U I0I'bJIHEHUS;

- Cpemmm c¢ mnpencrasutenu Ha HIIO, 3amHTepecoBaHM nuna OT NPEAOCTABSIHUTE
aJIMUHUCTPATUBHHU YCIYTH;

- Hedopmanuu cpemu ¢ OOUIMHM, HOTAPUYCH, YaCTHH U JbPXKaBHU ChIACOHU
U3ITBJIHUTENHN, GOPYMHU C MPABOCIOCOOHHU JIMIA 32 HAChpyaBaHE ONPABOMOIIABAHETO

UM,

2
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- KOpeCHOHI[eHI_[I/Iﬂ C BCUYKH OIIPAaBOMOIICHM JHMIA W CBCIOBHHUTC OpraHru3allkii Ha
TCOAC3UCTUTC C LCJI Cb3JaBAHC Ha CIWHHH CTaHAAPTU 3a pa60Ta 1 IIOBHIIIaBaHC
Ka4CCTBOTO HAa aAMUHUCTPATUBHOTO O6CJIy)KBaHe Ha rpaXaaHuTe;

- VYyactue B napjaM€HTapHa KOMHCHS 3a BHACAHC Ha CTAHOBHUIA M  BB3PAXKCHHUC

cpenly 3aKOHOIaTe/IHa MHUIMAaThBA 3a 3aKkpuBaHe Ha AI'KK.

1.7. TesedoH 3a Bpb3Ka ¢ IOTpedOUTEINTE

IIpu npenocrtaBsHe Ha HHGpOpMAIMs W MPOBEXKAAHE HA KOHCYJITALMM 4pe3
tenedonnute muHuH rpe3 2022 r. OTHOBO MpeodiagaBaT 3aUTBAHUATA HA TOTPEOUTENUTE OT
o011 XapakTep — 3a CPOKOBE, LIEHH, HEOOXOIUMH JOKYMEHTH 3a 3asBsABaHE Ha OINpe/eicHa
ycayra, 3a cTaTyca Ha IOJafIeHO 3asBIEHME 3a yciyra U Jp. Upe3 OTBOpPEHUTE JIMHUM U
dopmara 3a obpatHa Bpb3ka Ha caiita Ha AI'KK kiMeHTHTEe mnojy4yaBaT M €KCIEPTHHU
OTIOBOPY U CIICIHATM3UPAHN KOHCYITALINH 110 ONPEICIICHH Ka3yCH.

Perucrpupannure HeTOBOJICTBA U KPUTHYHOCT OT TPaKIaHNUTE, H3Pa3eHU 10 TenedoHa,
Haif-4ecTo ca MO OTHOLIEHHE Ha CPOKOBETE 3a M3MBJIHEHUE HA YCIYTMTE, KOUTO B ITOBEUYETO
cllyyau ce yIbJDKaBaT opajiu NpOBeKAaHe Ha HOPMATUBHO OIPEeNICHH MTPOLEAYPH.

Upes to3u Meroxa 3a obparHa Bpb3ka B AI'KK mocrhmBar rossiM Opod MOXBaJId U
OnarogapHoct. lloTpeOurenure wu3pas3siBaT CBOSITA YJIOBJIETBOPEHOCT OT IOJydyeHaTa

I/IH(1)OpMaI_II/I$I, KOHCYJIITUPAHETO, KOMIICTCHTHOTO U JI00E3HO O6CJ'Iy>KBaHe.

1.8. [IpuemMHO BpeMe HA HAYAJIHUIIUTE HA CIYKON

[To nHMIIMaTUBa Ha TpakJaHUTE M OM3HEca ce MPOBEX/JAT CPEUIM C HAYAIHUIIUTE Ha
CT'KK. B MHOro peaxu ciydau KIMEHTUTE U3MOJI3BAaT IPUEMHOTO BpEME Ha HAUAJTHUIUTE J1a
U3J0XKaT MpoOsieM CBBp3aH C aJMUHUCTPATUBHOTO OOCIy)XBaHE, Ja IMOJAJaT CUTHAJ WIH
nanat npemioxxenue. Ilopedero oT morpedUTenUTe M3NaraT Haii-4ecTo JIMYHUTE CU Ka3ycu U
ThpCAT mpodecuoHalHa KOHCYNTalus. 3a BBIPOCH, Kacaellld EKCHepTHU OTIOBOPH,
MPEIIOYNTaH OT MOTPEOUTENUTE KaHall 3a U3MpallaHe Ha 3allUTBAHUA € €JIeKTPOHHATa I0Ila

u (opmara 3a oOpaTHa Bpb3Ka Ha oduitnaaHus caiT Ha areHiusta feedback@cadastre.bg.

1.9. AHasu3 Ha BTOpH4YHA HH(popManus

AT'KK u3BbpiIM ananu3 Ha BTOpuYHa HH(OpMAIKS 3a U3MEPBAHE YIOBIETBOPEHOCTTA
Ha moTpeOuTenurTe. 3a BTOpa MOpeIHA TOAMHA 32 ATEHLHUATAa C€ M3TOTBS MHAWBHyaJleH
Jnoknaa ot MHerutyra mo myOnuYHa agMHUHMCTpanus. JIoKIaabT € OT HalMOHAIHO
IIPEJICTAaBUTEIIHO U3CJIEIBAHE 3a HAIVIACUTE HA CIIY)KUTEJIUTE B Abp)KaBHATA aJMUHUCTpALUs
,»bapoMeTsp Ha aHTaxupaHocTTa®. V3HeceHWTe NaHHM codar, 4e TIOOATHHUAT MHACKC Ha

AHTAXKHUPAHOCT Ha AFeHHI/IHTa M Ta3u roJgnuHa € Mo-BUCOK OT TO3H Ha IsjiaTa afIMHUHUCTPAIu,
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BbIpekn o0mus cnaja. ToBa mokas3Ba, 4e MOTHBALMATA CPEJ CIYXKUTEIHUTE CE MOAIbpKa Ha
n00po paBHHUIIE, KAaTo C€ OTYUTA MPSAKOTO M BIMSHUE BBPXY YAOBJIETBOPEHOCTTa Ha
KJINEHTHUTE.

[Tonydyenara u aHanu3upaHa uHpopmanus OT oOpaTHaTa Bpb3KAa U PE3YJITATUTE OT
U3MEPBAHETO Ha YAOBJIETBOPEHOCTTA HA MOTPEOUTENUTE ChILECTBEHO MoANoMaraT paborara
Ha AI'KK, kakro 3a OTKposBaH€ Ha peajHM M IOTCHUHMAIHU HECHOTBETCTBUS B
00CIIyKBaHETO, TaKa U 3a NPEAIpPHUEMaHe Ha KOPEKIUU U KOPUTHPALIN JSHCTBUS 3a TAXHOTO
IPEOJI0JIABaHE U MOA00psBaHEe Ha CUCTEMaTa 3a YIpPaBJICHHME Ha KaueCTBOTO M CUI'YPHOCTTA

Ha UHpOpMaIHTA.

2. TlocTosiHHO MOI0OpABaHE

2.1. leiicTBus 32 NoJ00psiBaHe HA aIMUHUCTPATUBHOTO 00CJIy;KBaHe B pe3yJTaT
Ha o0paTHATa BPb3Ka

e [Ilogabp:kaHe B aKTYaJIHO CbCTOSIHHE pa3padoTeHara geraiyiHa nHGopManus
3a mpenocrapssuutTe ycayru ot AIKK u myGnukyBaHero i Ha 4yeTHpu HHYOPMAIMOHHU
w1aTpopMu — AJIMUHUCTPATUBEH perucTbp Ha MHTerpupanata nHGOpMaLMOHHA CUCTEMA Ha
nepkaBHara anmuauctpauus (MUCIA), odunmanen caiitr na AI'KK, KapacrpamHo
anMuHHCcTpaTuBHATa MHpopMmammonHa cuctema (KAWC), Eaunuus nopran 3a A0CTBI 0
eNeKTpOHHU aamuHucTpatuBau yenyru (ETIIEAY);

e [IloBnmaBane HHGOPMHPAHOCTTA HA MOTPEOUTEIMTE - 3aII03HABAHE HA
OOIIECTBEHOCTTa C TMPOLEAYpUTE U M3UCKBAaHMATA INpU TNPEAOCTABSIHETO HAa YCIYTH,
ITepHAaTUBHUTE BB3MOKHOCTH 3a 3asBsBaHE M IojydaBaHe Ha ycayru, u3BbH CI'’KK — or
OOLIMHCKUTE aJMUHHUCTpAIMU, OOLUIMHCKUTE CIYyXOU MO 3eMezenue, ONpPaBOMOIIEHUTE IO
3KHP npaBocnocoOHM sHlla, U3BBPIIBALIM AEHHOCTH MO aJMUHUCTPATUBHO OOCIYXKBaHE,
HOTApUYCH, KaKTO U BB3MOXKHOCTTA 32 E€JIEKTPOHHO 3asBBAHE HA BCHUYKU YCIYTH.
W3non3Banute hopymu ca:

O myOJHMKaluu B MEIUUTE;

O  KOHCYJTAI[MH Ha TUIIE;

O  KOHCYNTallMU 1o TenedoHa;
o odwurnmannus cait Ha AI'KK.

e Bueapenu u GpyHKIHOHMPAIIM: OE3KOHTAKTHO KapToBo Iutamane Ha [10C
TEpPMUHAJIHUTE YCTpoicTBa BbB BCHUKHU LIAO, 0OIMHN 1 OOIIMHCKY CIIY>KOHU IO 3eMe/IeNnue;

BuptyasieH [IOC tepMuHan - 3axpanBaHe Ha po(drIHATa CMETKA W 3aIlIallaHe Ha YCIIYTH U
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CIpaBkM 0Oe3 Ja ce Hajara M34akBaHE 3a IOTBBbPXJAaBaHE HAa IUIATEKHUS JOKYMEHT IpH
0aHKOB TPEBO;

e IIpenocraBsiHe Ha BLTPELIHM €J1eKTPOHHH A/IMUHUCTPATHBHH YCJIYTH
(BEAY) Ha 3aBuinTe KelaHHE 32 TOBA aJIMUHUCTPATUBHU OpPraHu (BEIOMCTBA U OOIIWHU),
JMIa OCBULIECTBABAIIM MYONMYHM (QYHKUMU M OpraHM3alyd, HPEJOCTaBsIU OOIIECTBEHU
yCIOyrd, 3a HaMajlsBaHE Ha aJMUHHCTpATHBHATa TEXEeCT 3a TIpaxJaHUTe U Ou3Heca.
[IpenocraBst ce aBromaru3upano u O6e3Bb3me3gHo 11 6p. BEAY upe3 undopmanmonnara
cucreMa Ha kanactbpa —KAUC,;

e Pa3paGorenu cbBMeCTHO ¢ MMHHCTEPCTBO HA €JIEKTPOHHOTO YIIPaBJIeHHE
(MEY) e-popmu 3a mpenocraBsiHe Ha Hai-TbpcenutTe ycnyru ot KKKP, wusnsno mo
enektponeH nbT, upe3 CCEB, anmunuctpupana or MEY;,

e JlocTOsIHEH MOHMTOPHMHI HA BOJACHUTE PErHCTPH U KOHTPOJIHU JAEHCTBHH,
ChIJIaCHO M3MCKBaHuATa Ha crangaptute Ha |SO 9001:2015, ISO/IEC 27001:2013 u
OBArapcKOTO 3aKOHOJATENCTBO - PerucTbp Ha MpPOBEPKUM M HECHOTBETCTBUS, Peructep Ha
xanbu u curHanu, Puck-peructpu, Peructsp mo 310U;

e M3Bbpmienn miaHoBM M u3BbHIJIAHOBH mnpoBepku Ha CI'KK ot otnen

,,KOHTpOJI*
C U3JaJCHU TMpEeANHCaHUs 3a ONTUMHU3MpaHE Ha JEHHOCTUTE IO aJIMUHUCTPATHBHO
oOcity’KBaHe M Iocye/1Balll KOHTPOJ;

e [Ilpeanpuern eiicTBUA 10 IPEOJOJISIBAHE HA CEPUO3HUTE TPYIHOCTH,
IIPOM3THYAIIM OT HENOCTaThYHUS €KCIepTeH IepcoHan — llpuetm ca ponbiHHTENHH
BBTPEILIHU pa3nopenou 3a noanomarane Ha no-HatoBapeHute CI'’KK ¢ ekcnepTHa momorir ot
cnyxurenute Ha ocraHamute CI'KK u exenHeBHa KoopJauHalMs W OpraHu3alus Ha
pasnpenensHe u3nbiaHeHueTo Ha ycayrure Mmexnay CI'KK cnopen nHaroBapeHoctra; B
pe3yaTaT Ha MHULIIMUPAHO OT AreHIusATa U3MEHEHHUE € NIPUET HOB Y CTPONCTBEHUS IPABUIIHUK
Ha AT'KK - 3a ontumusupane Ha mjatHust cbeTaB Ha AI'KK upe3 mpexBbpiisiHe Ha IIaTHU
Opoiiku ot neHtpanHa aamuHHcTpanus kbM CIKK, ¢ men HamansiBane HaTOBapeHOCTTa Ha
cinyxurenute B CI'KK u nocturane Ha no-BUCOKO KayeCTBO IIPU U3MbJIHEHHE HA JEHHOCTTA.

e IlIpoBenenn o0yuyeHus1 32 NOBUIIABaHE Ha MPO(ECHOHAIHATA KBATU(DUKALHS
Ha ciyxutenute padoreunn B LIAO — YcenemHo npeMuHatu oOydeHHs TO CIETHUTE TEMHU:
,»KO/lekc 3a MoBeleHHE Ha CIYXUTenuTe - (PyHKIMM UM OCHOBHHM akueHTH, ,Pabora c
rpaXKaaHU C yBpexJaaHus", ,,JIuuna epektuBHOCT. EMOIMOHaMHA MHTETUTeHTHOCT®, ,,3aIuTa
Ha JIMYHWUTE JaHHW B JAurkTtanHa cpema™ ,Jloctenm g0 oOmiecTBeHa WHGOpMAIUs ™,

,,I[OCT’LHHOCT Ha aIMUHUCTpalUATa 3a Xopara C prC)KI[aHI/IH“ ,,EJ'ICKTpOHCH JOKYMCHT U
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€JIeKTpOHEH noanuc, ,,OCHOBU Ha €JIEKTPOHHOTO yIpasiieHue, ,,JlokazaTrencTBeHa CTOMHOCT
Ha eJICKTPOHHMS JTOKYMEHT U JIp.;

e [lonoOpena nndpacrpykrypa B LIAO na CI'’KK;

e Baeapena n pynkunonnpama niaargopma 3a OHJIAMH 3aNIMCBaHe HA YacoBe
3a nonaBaHe Ha 3asBJjieHusa 3a CI'KK Codusi rpax - npenoctaBeHa BB3MOXKHOCT 32
o0jieKkuaBaHe Ha IMOTPEOUTENUTE HAa YCIYTH, ONTHMH3HpAaHE HAa BPEMETO 3a H3YaKBaHE B
ILTAO, no-n106po miIaHupaHe v yrpaBjieHUE Ha IPEAOCTaBSIHUTE YCIyTH.

2.2. JleiiHOCTH MO ONTUMU3HPAHE HA AIMHUHHUCTPATHUBHOTO 00CJIyKBaHe, B
H3IbJIHEHNEe HA mocTaBeHuTe nesu npes 2022 r. u 2023 r.

PwvroBoactBoto Ha AI'KK ompenens um u3bupa onTHUMaiHUTE BB3MOXKHOCTH 3a
nogo0psiBaHe Ha AaJIMUHMCTPATUBHOTO OOCIy)XBaHE U MpeAlpMeMa BCUYKUM HEOOXOAMMHU
JIeMCTBUSA 3a YIOBJIETBOPsBAaHE HAa M3UCKBAHMITA HA NOTPEOUTEIUTE HA MPEJOCTABSIHUTE OT
AI'KK ycnyru. Te BxirouBar:

® HENPEKbCHATO MOJAbP)KAHE M YCHBBPIICHCTBAHE Ha OOLIUTE U BBBEICHUTE

COOCTBEHM CTaHJIApPTU 3a AJMUHUCTPATUBHO OOCIy)KBaHE€ C 1€J IIBJIHO
YIIOBJIETBOPSIBAaHE HA U3UCKBAHUATA HA MOTPEOUTEIINTE;

e OTYMTaHE Ha ObJelUTe NOTPEOHOCTH U OYaKBAHUS;

e KOpUTHMpaHe, IPEeOTBpATIBaHE UM HAMAJISIBaHE HAa HEXEJIaHU Bb3JICHCTBUS;

e nonoOpsiBaHE HA pe3yNTaTHOCTTA U epukacHocTTa HA CHcTemMara 3a HHTETPUPAHO

yIpaBjeHNE Ha KAYE€CTBOTO U CUTYPHOCTTa Ha MHPOpPMAIUATA;

e [IMPOKO MOMYJISIpU3HPaHE U HEMPEKBbCHATO MOBUILIABAHE JIEJ1a Ha MPEJOCTaBEHNUTE

YCIIYTU N0 €JIE€KTPOHEH MbT;

e BHEJpSBaHE Ha HAJArpajJieHa cUCTeMa 3a MPOCTPAHCTBEHHW JaHHM - Ch3/laBaHE Ha
HOBa €JMHHA, yHHU(]UIMpaHa, ONTHMHU3MpaHA LIEHTpalU3UpaHa apXUTEKTypa H
MH(pOPMalLMOHHA CHCTEeMa Ha KaJacThpa,

® [IOCTUI'aHE Ha  HaJAeKIHa  paboOTOCMOCOOHOCT  Ha  IEHTpaJU3UpaHaTa
MH(POPMAallMOHHA CHCTEMa IpPU MHOTOKpPAaTHO HapacTBaHe Ha o0ema OT JaHHU B
LEeHTpalHaTa 0a3a JaHHU W 3HAYUTEIHO YBEJIMYaBaHE HAa OHJIAWH 3asBKUTE KbM
Hesl;

® HOBH, M0100peHU (ONTUMU3HPAHU, OTIPOCTEHU U ChKpPATeHH) paOOTHU MPOLECH 32
MpeI0CTaBsIHE HAa aAMUHUCTPATUBHU U €JIEKTPOHHU aJIMUHUCTPATUBHU YCIIYTH;

e aBTOMATHYCH OOMEH Ha JIaHHU U YCIYTH MEXTy Objemara yHuuimpana cucreMa
Ha AT'KK u npyru agMuHUCTpanuu, HHCTUTYIIMM U JIOCTaBUMLIKA Ha OOLIECTBEHHU
yCIIyTH;
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® [BJHO CHUHXPOHM3UpAHE U TOJIAbpXKAHE Ha akTyalHa  uHbopManus 3a
npenoctaBsiHute ycinyru ot AI’KK na nopranure na MMCJIA - AiMuHUCTpaTUBEH
peructsp, KAUC, EIIAEAY, odpurmanen caiit AT'KK;

® [pOBEXJaHEe HA MEJAUWHU KaMIIaHUHM — HAI[MOHAIHHU, PETHOHAIHU U 32 OBJITapuTe
B 4y)KOMHA; WH(POPMAIIMOHHU TIOCIaHUS;

® [UIAaHUPAHO MoxoOpsiBaHe Ha MaTepuanHata 6a3a B L{AO;

® ONTUMHU3UpPaHE HAa METOJUTE 3a 0OpaTHA BPb3Ka;

e JIeHHOCTM IO YIpaBJICHME HA pHUCKAa 3a HEyTpalM3upaHe Ha IMpoliema ¢
HEeJ0CTaThyHATa YHMCICHOCT Ha IepcoHana, OOBBbpP3aHO C HapacTBallus oOem
pabora;

® T[IOCTOSIHHO AaKTyaJIM3UpaHe W YTBBP)KAABaHE HA BBTPEIIHUTE HOPMATHBHU
JOKYMEHTH 3a MbJHAa CHHXPOHHU3ALUS C pa3lopeadUTe Ha HALHUOHAIHOTO
3aKOHOJATEJICTBO;

e MOAABP)KAHE HAa aKTyalHa U M'bJIHA HH(OpMalKs B XapTara Ha KIHEHTA;

e 00yueHus Ha Bcuuku ciayxkutenu B [{AO, HenmpeMuHanu Kypcose 3a paboTa ¢ Xxopa

C YBpEXJlaHUS U 32 KOMYHHUKAIMSI C TOTPEOUTEITUTE.

Exxerogno mnpoexnamuar ce BbTpemieH oaut B AIKK, u3BbpuiBa He3zaBUCHM
nperiiesl Ha MOAXO0Ja Ha OpraHM3alusaTa 3a YIpPaBJIEHHE HAa KaueCTBOTO Ha IPEJOCTaBSHUTE
aIMMHHMCTPAaTUBHU YCIYTHU U CUTypHOCTTa Ha uUHpoOpManuara, 3a Ja MpeaocTaBu
JI0Ka3aTeJICTBA 110 OTHOILIEHNE HA CbOTBETCTBUE C HOPMAaTUBHUTE M3MCKBAHUS, IIJIAHUPAHOTO
U CTENEHTAa, B KOSITO CHUCTEMAaTa 3a YIPABIECHUWE Ha KayeCTBOTO M CHUTYPHOCTTa Ha
uHpopManuaTra (QpyHKIHOHUpPA €PEeKTUBHO U eduxacHo. MHUHHMYM BEIHBXK TOJUIIHO
BHUCILETO PBKOBOJCTBO MpOBeXkJa mperyen Ha Cucremara 3a ynpaBlIeHHE Ha KadeCTBOTO U
CUTYpHOCTTa Ha HMH(OpManusaTa, 3a Aa Ce OCUTypd HeWHaTa HEeNpeKbCHATa MPUTOAHOCT,
a/IeKBaTHOCT, €(pUKACHOCT M CbOTBETCTBHUE ChC cTpaTernueckara HacoueHocT Ha AI'KK, kato

B3€Ma MPEJIBHUI:

® YHOBJICTBOPCHOCTTA HA KIIMCHTUTEC U o6paTHa I/IH(I)OpMaI_[I/IH OT CBHOTBCTHUTC
3aMHTCPCCOBAHU CTpPaHU;

¢ HHUBOTO Ha U3IMIBJIHCHUC HA LCIIUTEC IO KaUCCTBO U CUTYPHOCT Ha I/IH(bOpMaI_[I/IHTa;

¢ U3IBJIHCHHUCTO HAa MPOUCCUTEC U CbOTBECTCTBUCTO HA YCIIYTUTC,

® HCCHOTBCTCTBUATA U KOPUTHUPAILLTUTC HGfICTBPISI;

® pe3ynTaTuTe OT HAOIIOJEHUETO U U3MEPBAHETO;
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® pe3ylTaTUTe OT OJUTH — BTPEUIHN U CePTUPUKAIIMIOHHU;

® W3IBJIHCHUCTO OT BHbHIIHHM AOCTAaBYMUIU U ITOAU3ITBIIHUTCIIN.

[TpoBenenusT npe3 M. aekemBpu 2022 . peceprudukannoner oaut Ha Cuctemara 3a
UHTETPUPAHO yIpaBICHHME HAa KauyeCTBOTO U CUTYpHOCTTa Ha uHpOpManuara oOT
cepruuuupaliug aKpeIUTUpaH OpraH 3a OIEHKa Ha CbOTBETCTBUETO, MOTBBPIU
IPOABJDKABAILIOTO CHOTBETCTBUE HAa CUCTEMATa CHPSIMO H3MCKBAaHUATA Ha MEXIYHAPOJIHO
npusnarute ctangapty 1SO 9001:2015 u ISO/IEC 27001:2013 u npoabiku cepTudUKaIusaTa
Ha AI'’KK 3a cneaaiiysi TpUTOJIUILIEH EPHO/I.

B u3nbiHeHrne HAa MOCTaBEHUTE LIEIM 3a HENPEKbCHATO MOBUIIABAHE KAa4eCTBOTO Ha
MPEIOCTABIHUTE AAMUHUCTPATUBHU YCIYTM W TOBUIIABAaHE HA YAOBJIETBOPEHOCTTA Ha
norpedurenute, u npe3 2023 r. ATKK me npoabmku ehekTUBHO Aa npuiiara MEXaHU3MUTE
3a oOpaTHa Bpb3Ka, W MPH OCHIIECTBIBAHE HA HENPEKHCHAT MOHUTOPUHT, KOHTPOI U
nonoOpsiBaHe Ha JEHHOCTUTE, [a TapaHTHUpa Ha TpPaXXTAHUTE €JHO BHCOKO HHUBO Ha

AIMUHHUCTPATHBHO 06CJ'Iy>KBaHC.

[ogumiausT K0KIa1 € yrBbpaeH cbe 3amoBen Ne PJI-13-36/03.04.2023 r. Ha U3MBIHATEITHUSL

nupekrop Ha AI'’KK
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