PEIIYBJIMKA BBJI'APUA TLP- WHITE

Arenius ,,Mopcka agMUHUCTpaLUs

T'OJIMIIEH IOKJAJ

3a omeHKa Ha yI0BJETBOPEHOCTTA HA MOTPEOUTEINTE OT A/IMUHIUCTPATHBHOTO
00c.JIy:KBaHe B
M3nbanuTeHa arenuus ,,Mopcka agMuHucTpauus® npes 2022 r.

Ha ocnoBanme un. 24 ot Hapenbara 3a agMHHHUCTPAaTHBHOTO OOCIy)XBaHEe, B
W3nbnaautenHa areHuus ,,Mopcka agMUHHUCTpaius’ ce H3Clie[Ba YIOBIETBOPEHOCTTa Ha
NoTpeOUTENUTE Ha aIMUHUCTPATHBHHU YCITyrH. PazpaboTeHara aHkeTHa KapTa, 4acT OT XapTara
Ha KJIMEHTa € JOCThIIHA Ha eJIeKTPOHHATa CTpPaHMIla HAa areHIUsATa M B LIEHTPOBETE 3a
aJIMAHUCTPATHBHO OOCITyXBaHe. AHKETUTE ca aHOHMMHHM M HMMAaT 3a IeJ Ja ce MpOoydd
MHEHHUETO Ha IPKIAHHUTE 32 AAMUHUCTPATUBHOTO OOCTYKBaHe C 1€ TOBUIIIaBaHE KAYECTBOTO
Ha MMPEIOCTAaBIHUTE aIMUHUCTPATHUBHU YCITYTH.

3a nepuoaa ot 01.01.2022 r. mo 31.12.2022 r. 8 MAMA ca NonbIHEHH U TPEICTABCHU
06mro 106 Oposi aHKETHH KapTH, Ype3 KOWTO arcHIMATa € OChIIEeCTBUIAa OOpaTHa BpPB3Ka C
NOTpeOUTENUTE Ha AAMUHUCTPATHBHU yCIYTH, KakTo cieasa: B Codust ca 15, BpB Bapna — 24,
B Byprac — 22, B Pyce — 28 u B JlTom — 17 (2021 r. — 150; 2020 r. - 121). AHanu3u Ha aHKETUTE
ce W3BBpPIIBAT Ha BCAKO TpUMEcedhe, Karo B ChOTBeTcTBHEe ¢ Hapenbata 3a
aIMUHHCTPATUBHOTO OOCIY>XBaHE Ha €JIEKTPOHHATA CTpPaHMIA HA areHIUsITa ce MyOJuKyBa
TOJWIIEH JOKIJIAJ 3a PEe3yJNTaTHTE OT IMPOBEACHOTO NPOYYBAHE 32 YAOBJIETBOPEHOCT HA
KITUEHTHTE.

[Ipoy4uBaHeTo Ha yIOBIETBOPEHOCTTA HA KIMEHTUTE € OT M3KIFOYUTEIIHA BAKHOCT 32
areHIUATa, KaTo CIY)KUTEIWTE B IIEHTPOBETE 3a aJIMUHUCTPATUBHO OOCITY>KBaHE AKTHUBHO
npejiaratT Ha moTpeOuTeNnuTe Ha aIMUHICTPATUBHU YCIYTH aHKETHU KapTu. Pa3paborenara
aHKeTHA KapTa ChIbPKa BBIPOCH OT OTBOPEH M 3aTBOPEH THUII, KOETO MPEAOCTaBs Ha
NOTPEOUTENUTE Ha aIMUHUCTPATUBHU YCIYTH TO-TOJIsIMa cBO0O1a ITPH U3pa3siBaHEe HA MHEHUE,
0e3 /1a e orpaHryeH B paMKUTE Ha OMpeeNieHH OTTOBOPY M BpeMe 3a MOMBJIBAHETO Ha KapTaTa.

Pesynrature OT TpOBEXKAAHWTE TMPOYYBAHHS IIOKA3BaT, 4Ye IMOTPEOUTENUTE Ha
aIMUHHUCTPATUBHU YCIYyTH ca B MaKCHMajeH O0eM YAOBJIETBOPEHHM OT KayecTBOTO Ha
aJIMAHUCTPATHBHOTO OOCITy>XBaHe KaTO OTHOIIEHHE W Obp3HMHA, Taka M OT KOMIIETEHTHOCTTA
Ha CIY)KHTEJINTE B 3BEHATA 32 aJMHHHUCTPAaTUBHO oOciykBaHe. Jlurcata Ha 3a0enexku 3a
TOYHOCTTAa Ha YCIYTUTE IMOKa3Ba CbHINO, Y€ CIYKUTETUTE Ca JOCTaThYHO KOMIIETEHTHH U
NPEU3HU TPU H3ITBIHEHHUE Ha CIY)KEOHHWTE CH 3aJbJDKCHHUS, a ChIIO M HAIMYHETO Ha
aJIeKBaTeH BBTPEIICH KOHTPOJ TpPHU U3BBPIIBAHE HA YCIYTMTE U W3/1aBaHE Ha JOKYMEHTH.
AHKETHpaHUTE TOyYaBaT MIbpBOHAYaJIHA WHGOpPMANHS 32 MPEJOCTaBIHUTE OT arcHIUsATa
YCIYTU 0 pa3IMYHU HAUYMHU: OT MHTEPHET CTpaHHIlAaTa Ha areHIusTa, OT HHPOPMAIIUOHHH
Tabna, OT CIIYKUTEIHUTE U JIp.

OTHOCHO CpPBYHOCTTA 32 W3MBIHEHHE HA 3asABSABAHUTE AJMUHUCTPATUBHU YCIYTH,
NOTPEOUTENUTE, TOMBIHWIA aHKETHH KapTH TOCOYBAT, Y€ CBHIIUTE CE TMPEIOCTaBAT MpPH
Cra3BaHe Ha YCTAaHOBEHHMTE CPOKOBE U 0e3 3a0aBsHe.

B wacrtTa 3a HamMYMe WM JIMTICa Ha KOPYIITUOHHHU MPOSBU U3ISUIO MTPEe00Ia1aBaioTo
MHEHUE, U3Pa3eHO OT MOTPEOUTENNUTE HA YCIYTH €, Y€ KOPYIMIIMOHHH MPAKTHUKU B areHIUATa
HSIMa U 4e MOTPeOUTENTUTe HEe ca CTaBajl CBUAETENN HAa KOPYIMIIMOHHU MPOSBU OT CTpaHa Ha
CIIY’)KUTEIIU B areHIUsTA.

Pesynrature oT aHanm3a ca KakTo CieaBa:
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- BCUYKU aHKETHpaHU OTOEeNA3BaT, ue MHPOpMaIHs 3a IPEJIOCTaBIHUTE OT areHIusATa
YCIIYTH C€ HaMHUpa JIECHO;

- Hall-yeCcTO KJIMEHTUTE KOHTAKTyBaT CbC CIY)XKUTEIUTE OT LIEHTPOBETE 3a
QIMUHHUCTPATHUBHO OOCIY)XKBaHE WJIH CIYXHTECIUTE OT EKCIIePTHH HHBa W TIOJydaBaT
3aJI0BOJIUTEINIEH OTTOBOP HA BBIIPOCUTE U MPOOJIEMUTE CH;

- MOJTy4eHaTa MHGOPMAITUS OT CITYKUTEIUTE € SICHA U ITHJIHA;

- CHOpel aHKETHUPAHUTE, CIY)KUTEIUTE Ce OTHACAT BEXKJIMBO M C YBaXEHHE KbM
KJIIMEHTUTE, KaToO IpeajiaraT petieHue Ha IpooIeMUTe 1Mm;

- HSIMA KJIMEHTH MMOJIaJId CUTHAJIM 32 Hallmuue Ha kopynuus B MAMA.

AHaIM3BT Ha TOJAJCHUTE AHKETHU KAPTHU € YacT OT JIOKJIAJuTe 3a Mperjie]n Ha
CUCTeMaTa Mo KaueCTBOTO U OTYETa 3a JCHHOCTTA Ha areHIIUITA.

B cpoTBeTcTBUE C AeKnapupaHaTa MOJUTHKA 1o kadectBoto, MAMA ce ctpemu na
YIIOBJIETBOPSIBA B IIbJIHA CTENICH U3MCKBAHUATA HA KJIMEHTUTE U OYaKBAaHUATA UM, CBHP3aHU C
(GYHKIIMOHATHUTE CH 3aBJDKCHHUS. 32 PBKOBOJICTBOTO U 32 CIY)KUTEIIMTE BCEKH KIMEHT €
BaXEH M Ce€ HyXJae OT chenuaniHo BHUMaHue. ChyXuTenure B IIGHTPOBETE 3a
AJIMHHHCTPATHUBHO OOCTY)KBaHE aKTUBHO IMOJKAHAT KIMCHTUTE J1a U3pa3iaT MHEHUETO CH.

AHKETHUTE KapTH ca JOCTHITHY U Ha €JIGKTPOHHATA CTPAHUIIA HA areHITUATA, ChIIO0 TaKa
MoraTt na ObJaT W3MPAaTeHW IO TOoIIaTa, Ha SJICKTPOHHHS aJpec Ha arcHIUsATa I 4Ype3
Cucremata 3a CuUTYpHO €IEKTPOHHO BpbuBaHEe. BbB Bpb3Ka ChC 3asABSBAHETO Ha
aJIMUHUCTpPaTUBHA YCIIyra, MOJy4aBaHETO HAa M3JaJCHU JOKYMEHTH WJIM CaMO 3a CIIpaBKa,
CIY)XKHTETIUTE yBEIOMSBAT BCHUYKM KIMEHTH, KOWTO IIOcCellaBaT I[EHTPOBETE 3a
AQIMHUHHCTPATHBHO OOCITYy)KBaHE 32 BBH3MOKHOCTTA Jia M3pa3siT  yJAOBIECTBOPEHOCTTA OT
00CTyBaHETO WM JIa OTIPABAT MpPErnopbKa Ype3 MOMbIBAHETO HA AaHKETHA KapTa.

AHKeTHaTa KapTa € aHOHUMHA U ChIbpiKa BBIIPOCH OT OTBOPEH U 3aTBOPEH THII, KOETO
MperocTaBsl Ha MOTpeOuTens mo-rojisiMa cBOOOAa MpH M3pa3siBaHE Ha MHeHUe, 0e3 na e
OTpaHWYEH B PAMKHUTE Ha OINpPEICIICHH OTTOBOPH M BpeMeE 3a MOITbJiBaHe. B aHKkeTHUTE KapTu
ca BKJIIOYEHH M BBIPOCH, Kacaelld HaJIMYMETO WIM JIMIcaTa Ha KOPYNIMOHHH TMPOSBU B
areHIusATa, Crope]] cCyOeKTHBHATa MpEIleHKa W BB3MPUITHE HAa CHOTBETHHUS MOTpeOUTeN Ha
QIMUHUCTPATUBHU YCIYTH U JIMYHUSL MY OIUT KaTO TaKbB.

[TokazaTenure, MO KOWTO ce€ TreHepupa uHOpmaius OT oOpaTHaTta BpbB3KA C
noTpeduTenuTe ca:

1. Joctbn no nuadopmarus,

2. KauectBoTO Ha nH(pOpManus;

3. OTHOIIIEHUE HA CITYKHUTEIUTE;

4. KauecTBO Ha 00CITyBaHETO;

5. Kopynimonau mpakTHKH.

Pesynrature OT mpoOBEKTAaHUTE TMPOYYBAHMS TOKa3BaT, 4ye MOTpeOUTeNnuTe Ha
aIMUHUCTPATUBHU YCIYTH Ca B MaKCHUMaJeH O0E€M YIOBIETBOPEHH OT Ka4eCTBOTO Ha
aIMHUHHUCTPATUBHOTO 0OCTYyXBaHe, KaKTO 10 OTHOIIIEHHE Ha Obp3uHaTa Ha 0OCTy)KBaHe, Taka
U OT KOMIIETEHTHOCTTA Ha CIIY)KUTEJIIMTE B IICHTPOBETE 3a aJIMUHHUCTPATUBHO OOCIYKBaHE.
Jluncara Ha 3a0€NeXKH U OTUIAKBaHUS, CBBP3aHU ChC CPOKOBETE 32 M3ITBIHEHUE HA YCIIYTUTE
MOKa3Ba ChII0, Y€ CITYKUTETUTE ca JOCTATHYHO KOMIIETEHTHHU U MPEIU3HH ITPHU U3ITBJIHCHNE Ha
CIy)keOHUTE cH 3aabJDKeHHs. 3a WH(OpMHpaHe Ha MOTpPeOUTENHTEe HA aIMUHHCTPATUBHU
YCIIyTH, areHIusTa MpeAocTaBs HMH(OpMalMs HA MHTEPHET CTpaHWIlaTa Ha areHiusATa u
nH(pOpManMOHHU Tabla B ILEHTPOBETE 3a AJMUHUCTPATHBHO OOCTy)KBaHE, KaKTO W 4pe3
KOHTAKTH ChC CITYKUTEIUTE.

IIpu amamu3 Ha mokaszarens ,,Jlocten ao mHbopmanus™, 95 % or aHkeTHpaHHUTE
MOTPEOUTENN CIIOJETAT, Y€ OTKPHUBAT JIECHO HeoOXxoauMara WM UWHOpMaIus, Karto s
MOJTy4aBaT OCHOBHO OT CIYXKHTEIH B IEHTPOBETE 3a aJMUHHCTPATUBHO OOCITY)KBaHE U OT
€JIeKTPOHHATa CTPAHUIIA Ha areHIUsATA.

rp. Codus, 1000, yu. ,,JIskon Uraatuit” Ne 9, ten. 0700 10 145 2
bma@marad.bg, www.marad.bg



mailto:bma@marad.bg
http://www.marad.bg/

TLP- WHITE

Hecro nu ce navupa ungpopmayud 3a
yeaveume na HAMA

100

95
80
60
0
20 A 7

Hoa Wue Wyemoca danpeiena

Om xvde noryuuxme undopymayus 3a
npeoocmaganume onl a2eHyuama yeavau

100
) .
75 5 20
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B om uHpopPMAoHHITIE MAOTA € A2eHyUama
®om unmeprem catiima

10 Opve HAYLH

Ot ananu3a Ha mH(pOpMalUATa MO Mokaszateln ,,KauectBo Ha mHpopMaluaTa® craBa
SICHO, Y€ CITY)KUTEJIUTE B IICHTPOBETE 32 aIMUHUCTPATHUBHO OOCTy>KBaHE JaBaT TOYHH, SICHU U
pa3bupaeMu OTTOBOpH Ha 3aJaJICHUTE OT MoTpeOuTenute BhIpocu. llorpeOurtenure ca
JIOBOJTHU OT Ka4eCTBOTO Ha MPEJIOCTaBsHATA HHPOPMAIIHSI, KOMIIETCHTHOCTTA U OTHOIIICHUETO
Ha CIYXKUTEJUTE 3a pelllaBaHe Ha MPOOJIEMHUTE UM.

B nombiHeHHTE aHKETHHM KapTH 1O Tokaszaren ,,OTHOIIEHHWE Ha CIYKHUTEIUTe™,
AHKETHUPAHUTE U3pa3siBaT 3aJO0BOJICTBO OT BEXJIMBOTO M YBaXUTEIHO OTHOILIEHHWE Ha
CITY)KUTEJIUTE, MOIX0XKIaHe C pa30upaHe KbM BCEKH CITydaid 3a YCIEUTHOTO pa3pelicHue.

Cryxcumenuie om 36eHoOMo 3da
AOMUHUCIIPAMUGHO 0OCTVHCGARE Ca Ce OMHeCTU
koM Bac:

120 405
100 95
80 B gesrcnueo uc
60 pasoupane
40 B hopuanmo u
Hen0e3Ho
20 S W ¢ pasbupanena
0 S npodrema

[Ipu ananu3upane Ha uH(pOpManUATa MO MoKaszaren ,,KadecTBo Ha 0OCIyXKBaHETO®,
aHKETUPaHHUTE OTPEONTETHN HA aIMIHUCTPATUBHH YCIYyT'H OTOENA3BaT, Ye ca yAOBIECTBOPEHU
OT CpPOKOBETE 3a M3MBJIHEHHE Ha pa3IMYHHUTE YCIyrd, Obp3MHaTa Ha OOCIYXKBaHETO WU

rp. Codus, 1000, yo. ,,JIsxon Uraatuit” Ne 9, ten. 0700 10 145 3
bma@marad.bg, www.marad.bg
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KOMITIETCHTHOTO OTHOIIIEHWE Ha CiIykuTenute. Tyk cienBa ga ce oroenexu, ue B MAMA e
BbBE/ICHA C€JEKTPOHHA CHUCTEMa 3a CJEJCHEe Ha CPOKOBETe 3a U3MBJIHEHHE Ha
aIMUHHCTPATUBHUTE YCIYTH, C KOHTPOJIM OT MOMEHTA Ha 3asiBsBaHE Ha yciyraTta J0 HEHHOTO
u3nbaHeHHe. Ch3aaieHaTa Bb3MOKHOCT 33 €JIIEKTPOHHO 3asBSBAHE HA aIMUHUCTPATUBHUTE
yciyru Ha MAMA ce Bb3npueMa U3KIIOUUTETHO JoOpe OT moTpedurenute, kato npe3 2022r.
ype3 mopraja 3a EJIEKTPOHHO 3asBSIBAHE HA AJMUHUCTPATHUBHU YCIYTH ca MOAAJCHU U
o0OpaboTenu 48 3asBIeHUA 32 Pa3IMYHU aIMUHUCTPATUBHU YCIYTH.

ITocoyentme CPORO&e 3 USNbIHeHe Ha yeayeama
cnazeam .l ce
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Boa MHe

Ilo orHoOmIeHME HA BKIIOYCHUTE B AHKCTHUTE KapTh BBIPOCH 3a KOPYHNIIHMOHHH
IMMPAKTHUKHU, KIIMCHTUTEC Ca OTTOBOPHUJIN, Y€ HC Ca CTaBaJIM CBUACTCIIN HA TaKNUBA, KAKTO U Y€ HC
Ca CTaBaJIM XCPTBA HAa KOPYIIIHMOHHA IMPAKTUKA B arCHOHATA. Banoche 3a KOPYIIIUOHHUTC
IMMPAKTHUKH, KOUTO Ca BKJIIFOUCHHU B aHKCTHATA KapTa CbIIO Ca OT OTBOPCH THUII, KaTO € OCUT'YPCHA
BB3MOXHOCT HOTpe6I/ITeJ'II/ITe Ha aAMUHUCTPATUBHU YCIIYTH Jia OMIIAT KOHKPETHA CUTYyals
Ha KOPYIIIIHOHHA ITpaKTHUKa.

Croped Bac uma au kopynyua ¢
azenyuama

120

100
80
60
40
20
0 0 106 mia Mue
rp. Codus, 1000, yu. ,,JIskon Uraatuit” Ne 9, ten. 0700 10 145 4
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EBunu au eme ceudemen Ha KOpyHnyuoHHA
npaxmuxa on cMpana Ha cavyicumen 6
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B MAMA penoBHO ce MpoBeXJa aHKETUPAHE Ha YYaCTHULUTE B HU3IUTUTE 32
npuo0rBaHe Ha mpaBocnocoOHocT. JlaHHHTE ce 00paboTBaT M aHAIU3UPAT OTHETHO OT
HayasiHunure Ha otaen KPMJI m ca gact or ordera 3a aeiiHocTra Ha areHuusAra. B
NOITBJIBAHUTE AHKETHU KapTH 3a HAYMHA Ha IIPOBEXKAAHE HA U3IIUTUTE, AHKETUPAHUTE U3Ka3BaT
3a/I0BOJICTBO U YJOBJIETBOPEHHE OT Ch3JaJieHaTa OpraHu3alus, BbBEJCHATa EJIEKTPOHHA
CUCTEMA 32 [IPOBEKIAHE HA U3IUTUTE, KAKTO U IIPEJOCTaBEHATa Bb3MOXKHOCT 3asiBICHUATA 3a
JIOITyCKaHe 710 U3IMHUT Ja ce NoJaBaT BbB BCUUKU LIEHTPOBE 3a aIMUHHUCTPATUBHO 00CITyKBaHE
U 110 €JIEKTPOHEH BT, HE3aBUCUMO OT MSICTOTO, KBb/IETO KAHIUAATHT XKeEJae J1a Ce sIBU Ha U3IHT.

3a oruetHus nepuoya 01.01.2022 r. — 31.12.2022 r. 8 MAMA HsIMa MOCTBITUAIIN KanOu
U CUTH&JIH, CBHP3aHH C MpOOJIEeMU MPH aAMUHUCTPATHBHOTO 0OCTy)XBaHe. BBB Bpb3Ka ChC
3aKOHOHApyIleHUs: B cdepaTa Ha MOPCKHS TPAHCIOPT ca MOCTBIWIM M peructpupanu 17
xanbu 1 19 curnana Ha rpakJlaHu ¥ IOpUIMYECKHU JIMIA, KaTo OoT TAX B Codus ca mocTbnuiaun 9
xanbu u 8 curnai; BbB BapHa — 2 »xanOu; B Byprac — 4 »xanbu u 8 curnana; B Pyce — 2 xanou
u 3 curaana; B Jlom — 1 sxano0a.

Benuky mocThnuim xandu U CUTHANIM ca pas3rilelaHd B CbOTBETCTBUE C U3MCKBAHUATA
Ha AJIMHHHCTPATUBHOIIPOLIECYAJIHUSI KOJEKC B HOPMATHBHO pErjaMEHTHPAHUTE CPOKOBE.
['paxxknaHuTe W IOPUAMYECKUTE JIMLA, INOJAIM CUTHAIUTE, €A YBEJOMEHHM IIHCMEHO 3a
cra”oBuieTo Ha UAMA u 3a npeanpueTuTe OT cTpaHa Ha areHLUATa MEPKH.

B 3akirouenue oT U3BbPILEHHS aHAJIN3 Ha aHKETHUTE KapTH MOJKe J1a ObJie 0TOeNs13aHo,
ye oOciyxBaHeTo Ha kineHTuTe B MAMA e Ha BHCOKO HUBO, areHIusATa MOJIbpikKa BUCOK
CTaHJapT Ha paboTa, CTUMYJIHpA MOTPEOUTENUTE HA AAMUHUCTPATUBHU YCIYTH J1a U3I0JI3BAT
€JIeKTPOHHUSI HAuMH Ha 3asBsiBaHe Ha yciayrute. KbM KIMEHTHUTE ce MoAXoxknaa ¢
npodecuoHaTN3bM, KOMIIETEHTHOCT, pa30upaHe U WHAWBUYATHOCT.

Bb3 ocHOBa Ha M3JI0)KEHUTE N0-TOPE PE3YNTAaTH, MOXKE J1a CE€ HAIPaBU 3aKIIOYEHUETO,
ye npe3 2022 r. U3nbenHuTenHa areHus ,,Mopcka aiMUHUACTPALMS € IOCTUTHAJIA U TOAIBbPIKA
BHUCOKO KayeCTBO Ha aJMUHUCTPATUBHOTO OOCIy>XKBaHE U YAOBJETBOpsSBAa OYaKBAHHATA Ha
00I11eCTBOTO, CBBP3aHU C (DYHKIIMOHAITHUTE 3aIBJIKCHUS.

rp. Codus, 1000, yu1. ,,Jlsaxon Uraatuii” Ne 9, ten. 0700 10 145 5
bma@marad.bg, www.marad.bg
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