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. BeBenenue

HapbuHHMKBT 3a OpraHM3alMs HA aIMHHHCTPATHBHOTO OOCIYXBAHE M0 tenedona B
PernoHaliHa aupeKius 1o ropute — Beanko ThpHOBO ce npuema ChC 3an0Be/1 Ha IHPEKTOpa
wa PJII' - Bemmko ThpHOBO Ha ocHoBanue wi. 8a or Hapeabara 3a aaMMHMCTPaTHBHOTO
obenyxpane (HAO), un. 5, an. 1, 1. 1 or VeTpoiicTBeHHsE 1IPABUJIHUK HA PErHOHAIHHUTE
JMpPEKIMH 110 TOpuUTe BbB Bpb3ka ¢ Pewenne Ne 299 or 10.05.2022 r. 3a npuemaHe Ha
HaphbuHHK 3a OpraHM3auMsiTa Ha aJIMHHHCTPATHBHOTO OOCTYXBaHE MO tenedoHa H B
W3ITBIHEHAE HA MHCMO ¢ H3X. per. Ne MAT-11114/17.05.2022 r. na uxxk. ®namn Kopauku-
n.1. Usneanurenen aupektop na MATL.

HapbyHUKBT:

. onpesens NPAKTHYECKHTE CTBIIKM 33 OpPraHu3alMs Ha KOMYHHKanusTa [0
TeneoHa B CBHOTBETCTBHE CBC CHBPEMECHHHTE M3HCKBAHHS H HYKIUTC Ha
NMOTpeONTEIUTE HA YCIIYTH,

- CBHAbPKA YKa3aHMs M NPENOpPbKH, HACOYEHH KbM MOJ0OOpABaHE HA BLTPEIIHHTE
MPOLIECH H MPOIEAYPH, CBBP3aHH ¢ H3MO/I3BAHE HA TesnedoHa Npu OCHIUICCTBABAHE
Ha a/IMHHHUCTPATHBHO 00CIyKBaHE;

. CBABpPIKA NMPEUTOKEHHS | OMbIHHTEIHH HAYHHH, KOHTO JIa €€ BbBEAT IOCTAITHO
¢ 1leJ MOBHIIIABaHE HUBOTO HA OOCIIyKBaHe, NPH HAJIMYHE HA BB3MOXKHOCT 3a
TSXHOTO BbBEK/IAHE.

II. [TonoGpsiBaHe HA OpPraHW3aUMsTa W ONTHMH3HpAHEe HA BBTPEHIHWTE MpPOLECH, 3a Ja ce
ocurypn Ha e(eKTHBHO H3mon3BaHe Ha TeiaedoHa NPH  OCHUIECTBABAHETO  HA
aJIMHHHCTPATHBHO 00CIIyKBaHe.

I1.1. ITonoOpsiBaHe Ha opraHU3alMsTa 10 W3MO0/I3BAHE HA TeneOHHTE NPH OCBHIIECTBABAHE HA
QJIMMHHCTPATHBHO 00CI/IyKBaHe.

[1.1.1. Tenedonuust HoMep Ha AenoBoacTBoTO Ha P/II" - Benmko ThpHOBO ce onpezens 3a
OCHOBEH 3a aIMHHHCTPATHBHOTO 00CITyKBaHe M0 TeaedoHa.

- O6enyKBaHeTO 10 TenedoHa ¢ OCLUIECTBABA OT CTAPIIN CHEUHATUCT — AJIMHHHCTPATHBHO
o0cIy)KBaHe /CbOTBETHHSA CIYKHTEI, KOHTO ro 3aMecTBa/, a NMPH OTCHCTBHETO MYy — OT TIL
ekcriept YP w/unn gurHancoB KoHTPobop. [IpH BBIPOCH OT KOMIETEHTHOCTTA Ha KOHKPETCH
CIIyKHTe (B 3aBHCHUMOCT OT NMOCTABEHHTE BBIIPOCH 110 tenedoHa M 3a KOs OT MPE10CTaBEHUTE
aamuuucrpatuan yeayrn or PJIIT — Bemuko TwbpHOBO ce otHacs) 00CiIyKBaHETO ce
OCBIIECTBABA OT CHOTBETHHsI KoMneTeHTeH caykuten Ha PJII" — Beanko TopHOBO;

- B ciyuaii ye KOMIETEHTHHAT CIyKHTEI HE € Ha PasloOKEHHE, BKIIOYHTEIHO NOpaH
OTIYCK HJIH JIpyra ciykeOHa aHraKHpaHOCT, 3a BCEKH KOHKpETEH ClIyuaii, ce ompeaess o1

pbkoBogactBoro Ha PN — Beauko THpHOBO HEroB 3aMECTHHK, KOHTO Ja noeme
3a/bJDKEHHSTA 32 KOMYHHKAIMS C MOTpeOHTe/IuTe M0 tenedona, 3a Koero ce nHopmupa
CBOCBPEMEHHO CTAapIIM  CHELHATHCT —  aAMHHUCTPATHBHO o0cyKBaHe, CBOTBETHO

3aMecTBallHs I'o CIYKHTE!

- 3agbDKeHHATA 32 KOMYHHKAUMs no Tteaedona, Karo vacT OT aAMHHHCTPAaTHBHOTO
obenyxsane no Tenedona Ha PJII — Benmko TepHOBO, ca 4HacT OT JUIBAKHOCTHHTE




XapaKTepPUCTHKH HA CHOTBETHHTE UIBKHOCTH H LlE CE OLCHABAT H 1O TO3H napaMeTsp OT
MPEKUTE UM PBKOBOAMTEIIH;

- Cayxurenute Ha P/ — Beanko TbpHOBO, KOMTO NPEAOCTABAT aIMHHHCTPATHBHO
oGeyskBane no TesnedoHa, nojiexar Ha odyueHHe 3a NMPEOCTaBAHE Ha a/IMHHUCTPATHBHO
obenyxBane no teaedoxa;

- TIpekusT PHKOBOMTEN HA CIYKHTEIHTE Ha PJII" — Besmko ThpHOBO, KOHTO NPEAOCTABAT
aIMHHHCTPATHBHO O0OCIYXKBaHE M0 TeneoHa, W3HCKBA NEPHOAMYHA oOpaTHa Bpb3Ka OT
CBOTBETHHTE CIIY)KHTEIH OTHOCHO OCBIIECTBABAHETO HA AIMHHHCTPATHBHO o0ciTyKBaHe 10
tesnedona;

- B PJII" — Bemko THPHOBO ce mpHiaraT METOAH 3a 0OpaTHara Bpb3Ka OT NOTpeOHTEHTE,
W3MepBaHe M YNpaB/ieHHe HAa TAXHATa YJIOBICTBOPEHOCT Hpe3 3a1aBaHe Ha KOHKPETHH
BBIIPOCH B Ta3H HACOKA.

Pasze/lente Ha o0Ol@Ta ¥ CrEHATM3HPAHATa aIMHHUCTPAUMS NPH NPEJOCTABAHETO
HA AJMHHHCTPATHBHO 00CITyXKBaHe 110 TenedoHa:

- Caykutenure or aupekuus AlIOP  Ha PJIl’ — Bemuko TBpHOBO MNPeaoCTaBAT
QIMHHHCTPATHBHO O0OCIyXkBaHe 10 Tenedona, NpeiBri cneuddukKara Ha TO3M KaHAl 3a
KOMYHHKAIlHsl C IOTPeOHTENHTE B 3aBUCHMOCT OT ONPE/IC/ICHHTE it yHKuuy chriacHo wi. 10
ot YerpoitcTsenus npapuanuk Ha P

- Crty’KMTeIMTe OT AMpPeKIHs ['0pCKO CTONAHCTBO Ha PJII" — Besuko TupHOBO 1pe0CTaBAT
AJIMHHHCTPATHBHO O0CITyKBaHE MO TenedoHa, NpeaBHi cnenmdUKaTa Ha TO3H KaHal 3a
KOMYHHKALHs ¢ MOTpeOHTeNMTe, B 3aBUCHMOCT OT ONMPEC/ICHHTE i (YHKUMH CBIJIACHO 4L
11, an. 1 or Yerpoiicrenuns npasuianuk Ha P/, B T. 4. uHpOpMallHs 33 NPeJAOCTaBIHUTE
anmunncTpatuan yeayrd ot P — Beanko TopHOBO, CBHIIIACHO nyOJIHKyBaHHA CITHCBK B
AJIMHHHCTPATHBHHS PErHCTHP ¢ AIMHHHCTPATHBHHTE YCIYTH HA PAT.

- CTapumy CHEUHATHCT — AIMMHHCTPAaTHBHO OOCIYXBaHE M NPH HErOBO OTCHCTBHE -
CBOTBETHMAT C/Y/KHTEN, HAcOYBaT BBOPOCHTE MO TenedoHa MO KOMIETEHTHOCT J0
CLOTBETHHS  CIYXKHTeJ/eKCepT M/MIM  OChIIECTBABAT Bpb3ka MO tenedoHa cBeC
CHIIMS/CBIIMTE, KOMTO Beue PpaGOTAT eKCHepTHO MO MNpenuckure, o0pasyBaHH M0
JagBJICHUS/HCKAHHMs 3@ OCBIIECTBABAHE HA AIMHHHCTPATHBHO 00C/yKBaHC,

- TlpekuTe PHKOBOJAMTEIH HA CIYXKHTCIUTE KAKTO B obmara, Taka ¥ B Cleudaln3dpaHara
axmunauctpauus Ha PJII — Benuko ThpHOBO uHQOPMHPAT NEPHOJAMYHO CIYKHUTEIHTE 33
TeXHHTE KOHKPETHH H CBBMECTHHM 3aJb/KCHHS BbBB Bpb3Ka C aIMHHHCTPATHBHOTO
o0cnyKBaHe.

Opranusupade Ha  KOMYHHKalMATa — MEKIY obmara ¥  CneuMaJu3MpaHa
aJIMHHHCTpALIUA:

- Tlpu BBOpOC, OTMpaBeH 10 CIYKHTENA, 3aeMaul JUTHKHOCTTA CTApUiM CHEMMATHCT =
aIMHHHCTPATHBHO 0OC/TYXBaHe, ChOTBETHO B HETOBO OTCHCTBHE - 10 CHOTBETHHUSA CAYHKHTE,
W3HCKBAL KOHKPETHH 3HAHHS, CTIeLM(HKA H/HIH eKCIEPTHOCT BbB BPB3Ka € MPEI0CTABAHETO
Ha OnpejeNeHa YCIyra, ChIIMTE HACOYBAT MOTPEGHTENMTE KbM KOHTAKT ChC CHOTBETHHA
CIyKUTE/eKCIepT B a/IMUHUCTPALIHATA,




- CITYIKHTEIIAT, 3aeMalll UTHKHOCTTA CTapIlH CMEUHATHCT — AAMHHHCTPATHBHO oOcyxBaHe, a
[IpH HETOBO OTCBHCTBHE - CHOTBETHHAT CIYKUTEN, 3a/b/IKHTEIHO CICABA J1a NpeIoCTaBAT Ha
notpeGuTenuTe mo TenedoHa HA AAMHHHCTPATHBHA YCIyra, BB3MOKHOCT na u30dupar jJanu
BpPb3KaTa ¢ KOHKPETEH eKCNEPT OT JAHPEKIIHI T'opcko cronancTso Ha PJII" — Benanko TbpHOBO
win ciayxuten ot aupekius ATTOP 1a Obae ochlIeCTBEHA UPE3:

. npeocTaBsiHe Ha JApYT TejlePOHEH HOMEp W/HIH
. pexBbplIsiHe Ha 00ak1aHeTo, W/HITH
B ripeocTaBsiHe Ha TejaeoHeH HOMEp Ha notpebuTes, Ha KOMTO TOH 1a Obie

[OTbPCEH OT CBOTBETHHA KOMIIETCHTEH CIIyKHTel OT CrelHaInsHpaHara HIIH
ob1ara aIMUHUCTPALIHA.

Tesu metonu 3a Bpb3Ka cCjeldBa Ja ce H310J3BaT CBBKYIHO HITH MNoOTACJIHO B
3aBHCHUMOCT OT JK€JJAaHHETO Ha HOTpCﬁHTeﬂﬂ;

- Beeku eIHH CITy/KHTel Ha KCNepTHa UIBbKHOCT B JIMPEKUHUA l'opcko cronanctpo Ha P/ —
Benuko THpHOBO C/le/1Ba J1a MOXKeE JIa TI0eMe OTTOBOPHTE Ha CHELHATHIHPAHUTE 3anMTBAHUA
OTHOCHMH KbM HErOBHMTE IPEKH CIyKeOHHM 3a1bUKCHHUS H KOMICTCHTHOCTH. 3a BCEKH
KOHKpeTeH ciyuail MPeKHAT PbKOBOAMTEN HA OTCHCTBALL CIYKHTEL ONPEAC/IA CITYKUTE,
KOWTO 1a ro 3aMecTBa TpH OTCHCTBHE H IO yBeJOMABAa 3a 3aAB/DKCHHATA My 34
Q/IMMHHCTPATHBHO 00CTy’kKBaHe N0 TeledoHa, W/HIM cam Mnoema aJIMUHHCTPAaTHBHOTO
obeyxBaHe 1o TenedoHa, 1o npeleHka u npH HEOOXOAHMOCT;

- B cayuaii, ye KOHKpeTeH CIYKHTEl OT CINELHAIH3HpaHAaTa AAMHHHCTpauus He ¢ Ha
pasnoNokKeHne, CjlelBa MNPEKUST My PbKOBOIHTEN He3a0aBHO J1a YBEJOMH CTapulH
CHeMATHCT — AJAMHHHCTPATHBHO OOCIy’KBaHe, @ IPH HETOBO OTCLCTBHE - CHOTBETHHS
CIIYKMTeJ1, KaTO MM TPEeJI0CTaBH JaHHH 3a ONPEACICHHS 3aMCCTHHK. 3aMeCTHHK-AMPEKTOPBT
MM 3aTb/DKEHHE 3a OCHLICCTBABAHE HA NPAKAa BPb3Ka MKy oOliara H Crennann3npaiara
aIMHHHMCTPALKS 110 MTOBO OTCHCTBAIIH CITY/KHTEIIH.

[1.1.2. OnTuMu3HpaHe ChABPKAHUETO U HAYNHA HA NPE/ICTaBAHE HA uHpopManusTa

[ly6nukyBaHe Ha HeoOXoaumaTa WH(pOpPMAlMs 32 OCHUICCTBABAHE HA KOHTAKT €
asmuancTpanusta Ha PJIIT — Beanko TwpHOBO:

- Wndopmauusta OTHOCHO pela H Ha4yMHA 33 OCBHLICCTBABAHC Ha KOMYHHKALHATA C
aamuanctpanusta Ha PJII" - Besuko TepHOBO 1O tenepona ce nyOAMKyBa Ha BHHO MSACTO B
uHTepHeT cTpanuuara Ha Jlupekuusra, Oe3 na e HeOOXOAHMO MOTpPeOHTEIHTE Ja BAM3AT B
pa3IMYHN pa3/1e/H WIH M0Pa3/IeIIH.

I1.1.3. OcurypsiBaHe Ha aKTyQJIHOCT H HACHTHYHOCT HA ny6auKyBaHaTa HHGoOpMaLHs

[Moaabpikane axkTyanHa nyOJIHKyBaHaTa uHdopMalMs M OCHTypsiBaHe Ha HeiiHara
HIEHTHYHOCT BbB BCHYKH H3TOYHHIIH!

- ['J1. eKcriepT cHCTEMEH aJIMHHHCTPATOp Ha PJ1I" - Beauko THpHOBO ClIe/IH 3a MMOUIBP/KAHETO
(BK1. aKkTyaqu3auusTa M NPOMsHATa) Ha MHQOpMAlHMATa M OCHIYpABAHETO HA HeliHara
WICHTHYHOCT HA WHTEpHeT crpanuu@ra wa P/ — Bemuko ThpHoBO H AJIMHHHCTPaTHBEH
PErHCTBP, @ CTAplIH CHEUMATHCT — aIMHHHCTPATHBHO obcnykBade - Ha HHPOPMALHOHHH
tabna u ap. o0IOAOCTBIIHA MeCTa;




- BnucpaHusiTa Ha MH(pOpMAUHATAa B AJIMMHHCTPATHBHHA PErHCTBp Ce H3BbLPLIBA OT TIL
eKCIepT - CHCTEMEH aJIMHHHCTPATOp Ha PJII" - Bexnmko ThpHOBO.

- Beekn eIMH eKCTepT B 3aBHCHMOCT OT CBOSTA KOMMNETEHTHOCT M BHIA HA ChOTBETHATA
a/IMMHHCTPATHBHA YCIyra € OTTOBOPEH 3a aKTYaIHOCTTa H HICHTHIHOCTTA Ha uHdopmanuATa
Ha CHOTBeTHHTE MIAaTGOPMH, KaTo HHYOPMHpA NpPEKHs CH PBKOBOAMTEX M T. eKcrepT
CHCTEMEH aJMHHHCTPAToOp /CTapuiM CHELHATHCT — aAAMHHHCTPaTHBHO o0cyxBane/
He3a0aBHO NMPH YCTAHOBABAHE HA HECHOTBETCTBHE HIH IIPH HeoOXOIMMOCT OT aKTyalIu3anus
Ha JlAaHHHUTE.

[1.2. OnTHMHU3HpaHe Ha BHTPELIHATE NPOLECH 110 3asABABAHE HA AIMHHHUCTPATHBHM YCIYIH U
KOMYHHKALMATA BbB BPb3Ka C Beue 3aABCHN YCIYTH

[1.2.1. OnTHMH3HpPaHE Ha [POLECHTE Ha 00CTY/KBAHETO

Kpbr Ha notpedMTeNM Ha YCAYIH NpH MNPelOCTaBAHE HA aJIMHHHCTPaTHBHO
obGcny:xBane 110 Tenedona:

- 3amectHuK-aupexTopbT Ha PJIT — Bemmko TwpHOBO HACHTH(HUUHPA OCHOBHUTE TIpPYIH
noTpedMTE N HA AJIMHHHCTPAaTHBHHM YCIYTH HA JlupekuusTa M aHAIM3Mpa TEXHHTC
HH(OPMALIHOHHH NOTPEOHOCTH;

- 3aMeCTHHK-IMPEKTOPBT CJIe/1Ba J1a C/Ie/IN J1alH CIIyKHTEIHTE OT obliara u crenHaI3upasa
anvuanctpanns Ha P/ — Bemuko ThpHOBO mpHTERaBaT HEOOXOIMMHTE YMEHHS 3a
KOMYHHKaIHS U paboTa CbC ChOTBETHHTE IPYIH noTpeGHTENM U NPH HEOOXOIHMOCT IpaBH
npe/UIoKeHHe 10 IMPEKTOpa 3a OCHIypABAHE Ha MOAXOAALIH o0yuenus;

- Cily’)KMTenuTe, KOUTO NMPEIOCTaBAT a/IMHHHCTPATHBHO obcaysxksane mo TenedoHa, ciaesa
MepHOAMYHO 71a € OTYMTAT Ha MPEKHTE CH PBHKOBOJMTEIH OTHOCHO OCBIIECTBABAHETO HA
AIMHHHCTPATHBHO 00CITy KBaHe 10 TelepoHa;

OcurypsiBaHe BB3MOXKHOCT 32 N0EMaHe Ha BCHYKH obaxkaanus OT NOTpeOUTEINTE B
paMKHTe Ha 00ABEHOTO pabOTHO BpeMe:

- INpensua xapaktepa H o0eMa Ha MPEIOCTABAHOTO OT aqmuancTpaumsta Ha PII" — Bemko
THpHOBO AIMMHHCTPATHBHO OOCIy)KBaHe M B HYaCTHOCT IO tenedoHa, CIYKHTEIAT,
AHI@KHPaH ¢ KOMYHHKAIHMATA C [OTPEOUTEINTE 110 TenedoH — KAKTO 3a NpEoCTaBsHe Ha
uH(bOpPMALNS 33 OCHIIECTBABAHOTO AIMHHHCTPATHBHO obctyKBaHe, Taka M 3a NMpeJocTaBsHe
Ha uHpOpManMs 3a KOHKpeTHa yciyra Mo TO3M KaHal € CTapli CHELHATHCT —
anMuuncTpatHBHo obcayxksane B PJIIT — Bemmko TepHOBO, @ NMpH HErOBO OTCBHCTBHE -
CHOTBETHUST CITyKHTEJI, KAKTO U CHOTBETHHSAT EKCMEPT CMOPE/ NOCTABCHHTE BBIPOCH.

- OyHKUMUTE TI0 AIMHHHCTPATHBHO obcTyKBaHe Ha MOTpeOUTENHTE M0 tenedona, B ciyyai
HA OTCHCTBHE HA CIYKHTEIMTE, HATOBAPEHH C TE3H 3aMbKCHHS, C¢ noeMar o1 onpee/eHH
OT 3aMECTHHK-JMPEKTOpPA 3aMECTBAlM CIYKHTEIH HIH JIMYHO, 10 npeieHka M I1pH
HEOOXOAMMOCT.

11.2.2. PasmumpsBaHe Ha CHIECTBYBALMTE BH3MOKHOCTH 32 KOMYHHKAIHA

OcurypsiBaHe Ha BB3MOKHOCT 3a 3alla3sBaHe Ha Jara M uac 3a NOCeLICHHE B
aavuancTpanusTa Ha PJIIT — Beamnko TopHOBO:




- CTapIIM CIEUHAIMCT — aJIMHHHCTPaTHBHO obenyxsane B PJIIT — Beanko TbpHOBO, @ B
HErOBO OTCHCTBHE - CHOTBETHHAT CIIY)KHTEI, € aHTaKHpaH € OpraHu3alliaTa 1o 3ana3BaHeTo
Ha J1aTa H 4ac 3a [MOCeIIeHHE B aJIMHHHCTPALHATA HA PJII" — Benuko TbpHOBO:

- [Ipi BB3MOKHOCT H MAEHTHOHIMpaAHA neooxomumoct B PJII — Benuko ThpHOBO MOKeE J1d
ce BbBEJE KaleHJap WM JAPYro MNPHIIOKEHHE, Ype3 KOETO B aIMHMHHCTpanusTa Aa Obaar
jara3BaHy JaTa | 4ac 3a MNoCelleHHe OT MOTPeOHTEH;

- Ilpi BB3MOKHOCT M HIACHTH(HUHMpPaHA HEOOXOAMMOCT MOTPeOHTENAT AMCTAHIHOHHO B
CHOTBETHOTO MPHJIOKEHHE MM OHIAiH KaleHJap Lie MOXe Ja 3ana3sa jara W 4ac 3a
mocelleHe, Oe3 Ja ce Halara Ja M3BbpIBA JIONBIHUTEIHA KOMYHHKalus ¢
a/MUHKCTpanusiTa Ha JInpeKuuaTa;

- Hpu BB3MOKHOCT H ITpH JIEHHOCTTa 110 3ala3BaHe Ha ara M 4ac 3a MnoceuleHHue J1a ce
OCHI'YPH CJICIHOTO!

o na Obae chOMpaHa MH(pOpMALMA 32 HAacoKaTa Ha THPCEHOTO A IMMHHCTPATHBHO
0Gc1yKBaHe, BKJI. KOHKPETHA a/IMHHHCTPATHBHA YC/Iyra: No/aBane Ha JOKYMEHT,
noJlyyaBaHe Ha H3/aJieH JOKYMEHT, MPE0CTaBANC Ha uH(opMaLus, KOHCYITalls,
CIpaBKa 3a X0J1a Ha NpenucKara Hilk Apyro;

. na ObJ1e H3NPATeHo NOTBBPIKACHHE IO e-mail/SMS 3a ycneuHo 3anuca- 4ac;

. J1a ce OCHIypH HaroMHsiHe 1o e-mail/SMS et JeH no-paHo 3a npeacTosll Yac 3a
TMOCEILEHHE;

. J1a ce OCUTYPH BB3MOJKHOCT 3a NPEHACpPOUBAHE WM OTMAHA Ha BEHC 3anas3eH 4ac

IpH HEBB3MOKHOCT 3a IMOCCUICHHE.

11.2.3. Tlpunarase cTaHapTHTE 3a KaueCTBO, CBBP3AHH € KOMYHMKaLHMATA C NOTPeOHTEINTE
MpH OCHIIECTBIBAHE HA OOCIYKBAHETO MO tenedona

OchllecTBSBaHE MPOAKTHBHA KOMYHHKAlHs C IOTpeOMTEAMTE TO 3aABEHM BEHC
yCIayTH:

- CTapuIX CIENHAIMCT — AJAMHHHCTPAaTHBHO obeayxkpane B PJIIT — Benuko TepHOBO, a npH
HEroBO OTCHCTBHE, CHOTBETHHAT CIY)KMTeIN, Clie/Ba Jia CleiH 33 IOTOBHTC pe3yjaTaTd OT
yCIIyruTe U 7 yBeJIOMsABa NOTPEOHTE THTE:

- CBOTBETHHTE EKCHEPTH OT CHEUMATH3MpaHaTa aJIMHHHCTpalus Cieasa Ja NpeaoCTaBAT
CBOEBpEMEHHO HH(OPMALHS HA CIY/KHTETHTE TIOCOHUCHH 110-rope 3a rOTOBHTE pe3y]ITaTH OT
yCIyruTe WM CIYKHTEIH OT o0mara aAMHHHCTpALMs, npe/BUl BHJA AJMHHHCTPATHBHA
ycayra;

BBBekKIA Ce MEXaHH3bM 3a BbTPEIIHA KOMYHHKalMs OTHOCHO rOTOBHTE pE3yJITarh,
HATP. NP M3TOTBAHE HA JOKYMEHT (pe3yiTar Ot yei1yra) ChOTBETHHAT CITYKHTEI/EKCHepT,
W3rOTBHJI pe3yJITara OT ycjyrara, clesa jia usnpaiua uH(pOpMALNs 32 TOBA 110 €JICKTPOHHA
noa, Ype3 BHTPELIHA (JeTOBO/IHA) CHCTEMA HIIH 110 APYT NPOCICANM | MOAXOASIL HAYHH J10
CTaplly CHEeHATHCT — aJIMHHHUCTPATHBHO obcnyxpane B PJIIT — Beauko ThpHOBO, a TIPH
HEroBO OTCHCTBHE - 10 CHOTBETHHS CITYKHTEIL.

[1.3. Msnon3BaHe Ha CHBPEMEHHHTE TEXHOJOTHYHH BB3MOXKHOCTH, 32 Ja ce 1noaodpH
KAYECTBOTO HA @IMHHMCTPATHBHOTO oOciyksane. OpraHusupane H H3MOJI3BAHC Ha
JONBIHATEIHA KaHATH 38 KOMYHHKaLHS.




OcHrypsiBaHe HM3IM0I3BaHETO HA ONBIHUTEIHH KaHATH 3a OHJAiH KOMYHHMKALHA B
P/II- Bemuko TobpHOBO I CC€ OCBHIUIECTBH TPH BB3MOXKHOCT H uaeHTHUUHpaHa
HEOOXO0IMMOCT.

[1I. TMonoOpsiBane KayecTBOTO Ha Npe/OCTABAHOTO AIMHHHCTPATHBHO o0cykBaHe 10
tenedoHa.

3a mocTHraHe Ha edexTHBHa KOMYHHKalus [0 OTHOILIEHHE Ha MPEeNOCTaBAHHTE OT
aamuuucrpaunsta Ha P — Benuko THpHOBO YCIYIH, € Heooxoanmo (GOKYChT BBPXY
notpeGHOCTHTE Ha moTpeduTes Ja € BOjielll ¥ TpH NpeJoCTaBsHEe Ha aJIMHHHCTPATHBHO
oOciyKBaHe 10 tenedona. IloTpebutensr cieisa j1a MOJKE OT €/lHa CTpaHa Ja C€ CBBpPKC
Obp30 ¥ Oe3MpPENATCTBEHO 1O TenepOH M OT Apyra — 1a KOMyHHKHpa CBC CTy KHTENH, KOHTO
[l My NpEeIOCTaBsAT ACHA W TOYHA undopmams, me obaar Mo0e3HH W OT3HBYHBH H 1€ MY
cpieiicTBaT Ja oJay4u ThbpceHata uHOpMALHs H/WITH pe3yTar oT ycayrara.

[Ipn nbpBHsA KOHTAKT 110 Tenedona NOTpeOHTENAT ClIe/Ba 13 yCeTH OT3MBYMBOCTTA HA
CILyXKHTEUTE OT AIMHHUCTPAUHATA Ha PJII" — Benuko THPHOBO KbM HETOBHTE noTpeOHOCTH.
V10BJIETBOPEHOCTTa OT OTHOLICHHETO Ha CIIyKMTEIHTE OT aJMHHUCTpalMATa Ha POl —
Bermko THPHOBO € OT ChIIECTBCHO 3HAUCHHUE 34 obmecTBeHOTO A0oBepHe B JInpeKuusTa.

[11.1. [TonoOpsiBaHe Ha HA4YHHA HA oGuryBaHe no Tenepona

3a 1a Obae edeKTHBHA KOMYHHKALHATA MO TeneoHa € HEOOXOANMO CNa3BaHCETO Ha
crle/IHUTE NpaBKIa 3a 00LLyBaHe.

[I1.1.1. CnassaHe Ha eTHKeTa 3a KOMYHHKallWs CBLIJIACHO CTAHJAApTHTE 3a KadecTBO Ha
00cTy/KBAaHETO, HACOUCHH KbM wieHTH(UKAIHMA HA CTYKUTCIHTE M TpaBHia 34 BOJICHE Ha
KOMYHHKaLUs

[IpeacTaBsHe NpPH 3AM04BAHE HA PasroBOpa:

- Cayxurenute Ha PJII" — Beanko TwpHOBO Clle/IBA J1a € yaeHTHUIMPAT MPH 3aMo4BaHe Ha
pasroBop:

O6uiyBane ¢ moTpedHTeInTe M00E3HO H YBAKHTEITHO!

- CiyKuTe/IMTe HA P/II" - Bemnko THpHOBO TpH obcykBane 10 Tenedouna ciesa Ja
JIeMOHCTpHpAT MpopecHoHanHa eTHKa 1 1a ObaaT MO3WTHBHU U OT3UBYHBH NPH 00LLyBaHETO
¢ noTpeOuTEeNTE HA AIMHHHCTPATHBHH YCIIyTH;

- IIpekuTe PHKOBOANTEIN HA CIYKHTEIHTE ua PJII" — Beanko TopHOBO Ce/1Ba Ja MO UIbpKaAT
[IepHOAMYHA KOMYHHKALHA CBbC CHOTBETHHTE CIY/KHTEIH OTHOCHO CpCLIHATH npodiremMu B
0OLILYBAHETO MPH OCHIICCTBABAHETO Ha aIMMHHCTPATHBHOTO 00CIykKBaHe 10 tenedona.

[11.2. TpenocrassHe IO Tenedona Ha HeoOXoaMMaTa Ha norpedutens uHdopmaumus 3a
00CITyIKBAHETO H YCIIYTHTE

M11.2.1. IlpemocraBane Ha sCHA, MbIHA. TO4YHAa M JOCTOBepHa HH(pOpMALHs, cboOpasHo
KOMIIeTeHTHOCTTA Ha aAMHHHCTPALHATA HA PJII" - Bennko TbpHOBO

CreiicTBHe HA MOTpeOHTEIs CHOOPA3HO XapaKTepa Ha HEroBOTO 3alHTBaHE:




- CTaplUM CrEUHATHCT — aJIMHHHCTPATHBHO OOCIIYXBaHE B P/II' — Benuko THpHOBO, @ IpH
OTCBCTBHETO MY - CHOTBETHHAT CIYKHTEIN, Cleasa Ad e 3amo3HaT M Jla MOXe J1a pas/HiH
JanUTBAHMATA OT OOII XapaKTep, 3a /ia NpeaocTasd cpOTBeTHATA HH(pOPMAILLHS, @ HMCHHO:

. KAaKbB € aIpechT Ha aJIMHHHCTPALHATA,

. KAaKBO ¢ Pa0OTHOTO BpeMe Ha AIMHHHCTPALHUATA;
. ¢ KaKbB TPAHCIIOPT MOKE Ja ¢¢ CTHIHE 10 crpanara;
. MM JIH BB3MOJKHOCT 3a NMAapKHPAHE,
. KBbJle € BXOABT 3a rpaxkIaHy;
. KAKBB € PSKHMBT Ha J0CTBI1 /10 Crpajara;
. KOM Ca HATOBapEHHTE YacoBe:
. KOJIKO BpeMe IIl¢ C& HA/IOKH Ja H3vaka noTpeGuTeNT, 3a Aa Obae o0cmyKeH.

- cTapmy CHELMANHCT — AIMHHHCTPATHBHO oGCyXKBaHe, a B HEroBO OTCBHCTBHE -

CHLOTBETHHSAT CIIY/KHTEII, C/Ie/1Ba J1a € HAsACHO KaKBH ca npelocTaBsiHATE OT aJMUHHCTpaUATa
pa PJII — Bemuko TBpHOBO YCIYIH. Cory)KHTEHTE, IOCOYEHH M0-TOPE, ciensa Ja ca
3aMo3HaTH CbC 3asdBlIeHWsATa 34 npefocTaBsHATE  OT aJIMPHHCTpALMATa YCIYIH H
JIOKYMEHTHTE, KOWTO Ce mpuiarat KbM THX. WM CBOGBPEMEHHO ciiejBa Jia mpeHacodar
KOHKPETHOTO ofakJaHe 10 CHOTBETHHA KOMITETEHTEH CIyXHTEl, ¢ LeJ passCHABAHCTO Ha
motpeGuTens Ha W3MCKBAHHATA, HA KOMTO cieaBa Ja OTroBaps [JaieHOTo 3asBJICHUE,
npoBepsiBaHe [IBIHOTATA HA JIOKYMEHTHTE, J1aBaHe Ha undopmalks 3a Xoz1a Ha paborara 1o
mpenMckara M MpeNoCTaBiHe  Ha M3/1a7€HUTE AaKTOBE M JIOKYMCHTH, pe3yarar oT
00C/TyKBAHETO.

JanuTBaHHuATa HA nomeﬁmenme MOTAT Ja ca B CJICHHTE HACOKH:

. uMa i 00pasell Ha 3asBJICHHE 32 Ja/IeHa yCIyTa:

“ OT KbJIE MOJKE J1a C€ H3TErJIH;

- JMYHO JIH TPAOBa J1a ce MoAale,

. KaKBH ca KaHAIHTE 3a 3asBsABaHe — HA MACTO, MO [omia, Nno eIeKTPOHEH MbT, Ha
Koii e-mail;

s KaKBH JIOKYMEHTH CJIe/1Ba J1a Ce MpHIIoKaT;

. KaK MOJKe J1a ce MIIaTH 3a ycayrara,

. B KAKBHB CPOK III€ € FOTOB JIOKYMCHTBT,

. KAK 11l Ce TOIY4H H3/a/ICHHAT JOKYMEHT;

B MOJKe JTH JIPYTO JIHIIE J1a [oJTyyH pe3yIrara ot yciyrarta;

B [py Beue M0/Ia/ICHO 3asB/ICHHE - KaKbB e XOIbT Ha IPENHUCKaTa, OT KOl eKCIepT C&
pasriaekaa.

- [lpu KOMyHHKaUMATA C notpeduTEINTE BBB BpB3Ka C KOHKpeTHa yciayra, CTapiid
CHELHATNCT — QJIMHHHCTPATHBHO oOcnyXKBaHe, @ B HEroBO OTCHCTBHC - CHOTBETHHAT
CTy’KMTes, WIH TIPH NPEHAcOYBAHE HA 0BaKIAHETO - CHOTBETHHS KOMIICTEHTEH CIYKHTCL,
Morar J1a u3rno/i3sar:

. OTHOCHMMTE  HOPMATHBHH  QKTOBC M BBTPELIHHTE  JIOKYMCHTH — HA
A IMHHHCTPALMATA, KOUTO C/1e/Ba 1d YCTAHOBAT pe/ia U yCJIOBHATA 3a 3asBsABaHE HA
yciayrara, KakTo ¥ OTAe/IHH 3amoBe/ . HHCTPYKIMH H IMpaBHia 33 KOHKpeTHara
AIMHHHCTPATHBHA JCHHOCT!




. ACJIOBO/IHATa CHCTEMa Ha AaJIMHHHCTpaIHATa, B KOATO MOMKE J1a C€ IpOCiIe/H
JABHIKCHHETO HA MPEMHCKaTa 110 1o1aICHO BEYC 3asABJICHUC,

. Hurepner crpannuara Ha UAI/PJAI" - Beanko ThpHOBO, CHOTBETHATA CEKIIHS HIIH
pasnen,
. AJIMMHHCTPAaTHBHHUA PErHCTHP.

- Ciiy)KUTeIHTE, MOCOYEHH IN0-Tope, ClIe/Ba a MPeJOCTaBAT Ta3HW MH(pOpMalMs B X0ja Ha
pasroBopa ¢ notpedutens, 0e3 Aa ro HacoyBaT caMm ja MNpoBepsBa B OOLIOJOCTHIIHHTE
M3TOYHHMIM — EJIEKTPOHHA CTpaHHlIAa M AJMHHUCTpaTuBeH peructnp. IlpeHacousane Ha
noTpeduTe/Isl KbM ThpCeHE Ha MHPOpMaIMs Ha HHTEPHET CTpaHHLATa ce JOMyCcKa camo 110
OTHOIICHHE Ha My0/IMKyBaHHUTe 00pa3iiin Ha JIOKYMEHTH.

- [Ipn 3anuTBaHe OT NMOTpeOHTEN, 3a OTrOBOpA HA KOETO C€ M3HCKBAT KOHKPETHH 3HAHHM,
cnenn(uKa H/HMIH EKCHEePTHOCT BbB BPB3Ka C NPEJIOCTABSHETO HA OINpe/esieHa YCIIyra,
CTapUIM CICUUAIHCT — aIMMHUCTpAaTHBHO oOcayxkBaHe B P/II" — Benuko TspHOBO, a B HEroBo
OTCBCTBHE - CHOTBETHHAT CIIYIKHTEJ, CleJBa /Ja HAacOYH MOTPeOMTEINTE KbM ChOTBETHHS
CIyKHMTe/eKCepT OT aAMHHHCTpauMsTa. TakbB THI 3alUTBAHHS HM3HCKBAT KOHKPETHH
3HaHMA, CrelM(pHKa H/WIH €KCHEePTHOCT BbB BpPb3Ka C MPEJOCTABIHETO HA OMpejelieHa
yCayra v Morar J1a ce u3passiBar B CJIJIHOTO:

. MOJKe JIH BMECTO €/IHH BHJ1 JIOKYMEHT J1a C€ NPeJ0CTaBH APYT BHA JOKYMEHT;

. KaK 1€ ce€ HalpaBH MpEeleHKa 3a JaJeHO OOCTOATEJCTBO., BKIIOYHTEIHO JaJIH
3asBJICHHETO OTroBapsa Ha M3HCKBAHUATA;

. 3a110 € HeoOXOIMMO J1a ¢ce Npe/ICTaBAT JOKYMEHTH 3a H/HJIH J1a Ce OIHCBA J1a/IeHo
00CTOATENCTBO;

® KaKkBO 1€ € pa3BHTHETO, aKO 4acT OT M3MCKBAaHHATA 3a 3adBABaHe He ca
H3IBJIHEHH,

o KOra I11e ce Harnpasd IPOBEpPKa Ha MACTO, B CJIyYaHTE KOrato € BbBEJACHO TaKOBa
HU3UCKBaHE;

. C KOH €KCIEPTH 1€ € KOMYHHKHPa BbTPEUIHO 110 [10BOJI HOCTBITHIOTO 3asAB/ICHHE.

CpaelicTBue Ha MoTpeOHTENA, KaTO Ce OCHIICCTBH BPb3Ka C JaJI€HUs €KCIEPT, KOWTO
paboTH €KCNEePTHO MO NMpentcKara :

- CTapuIH CNENHAINCT — aaAMHHHUCTpaTuBHO oOciayxBaHe B PJII" — Bemuko TwpHOBO, a B
HErOBO OTCBHCTBHE - CHOTBETHUAT CIIYKHTEJ, CJI€/IBA 32 KPAaTKO BpeME Ja HalpaBH NpeLeHKa
Jlai MOJKe J1a OTrOBOPH Ha MOTPeOHTE I, H3I0I3BaliKH JOCTBIIHUTE 3a HEro M3TOYHHLH Ha
HHpOpPMaLNS U 03HAHHA, CHOOPA3HO KOMIIETEHTHOCTTA CH.

AKO B XOJa Ha pa3roBopa CIYKHTEIAT H3BBPLIH HEOOXOAMMHTE IPOBEPKH, HO
BBIIPEKH TOBA HE yCIee J1a OPUeHTHPa MOTPeOHTe sl C TOYEH M ACEH OTTOBOP HA 3alIUTBAHETO,
CJIe/IBA Jla HACOYM BBIPOCA MO KOMIETEHTHOCT 10 CLOTBETHHS EKCNEepPT B CHOTBETHATA
AIMHHHCTpAIHA, /1a OCBILECTBH BPb3Ka C OCTAHAIHTE CITY/KHTEIH OT aAMHHHCTPALUATA WIH
1@ OCBLICCTBH KOHTAKT ¢ CKCNEPTUTE, padOTeLIM EKCIEPTHO 1o npenuckure. ToBa Moke aa
CTaHe upes:

» OCBILECTBABAHE HAa KOHTAKT CBbC CHOTBETHHS EKCIEPT 4Ype3 IpPexXBbpIsHE Ha
pasroBopa;




. peocTaBsHe Ha UMe, JUTHKHOCT M TenedoH 3a Bpb3Ka Ha cayxkurel, padorell
eKCIIepTHO MO MpenucKara;

. 3aMKMCBaHe HA UMe U TesleOoH Ha NOTpeOUTeNs U OCBILECTBIBAHE HA KOHTAKT CbC
CHOTBETHHS €KCIEepT, 3a J1a BbpHe 00paTHO o0axk1aHe.

I11.2.2. TlpeoctaBsine Ha HHGOPMAIMATA HA J1OCTBIIEH U pa3OHpaeM €3uK
M3non3Bake Ha AOCTBIICH H pa3OHpaeM 3a NOTpeOUTENs E3HK:

- Canyxurenure Ha PJII - Benuko TonpHOBO cileiBa jga oOuryBar 1o TeinedoHa c
noTpeOHTEINTE HA JOCTBIICH H pazOupaeM 3a MoTpedHTeNs e3HK;

- CyKuTe/IuTe, OCBHIIECTBIBAIIH aJMHHHCTPATHBHO 00ciykBaHe 1o TeinedoHa, B Kpas Ha
pasroBopa cieaBa jJa nouckar obparHa Bpb3Ka OT MOTPeOMTENMTE JajldH MMAaT HykKaa oT
JAonbIHUTENHA mnomouyuHpopmauns. Tasu uHdopmanms cneasa na ce cvbupa ot
CIIyJKMTE/INTE B olnpe/esieHa Gpopma H NepHoAMYHO aa ObJe J0KJIa1BaHa OT TAX Ha NPEKHs UM
PHKOBOAMTE, C OIJIe/ NpeANpHEMaHe Ha KOPUIHpaLlH JeiCTBHA.




