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AOKNAL

OT ANEKCAHOBLP HEAYEB ~ TNABEH CEKPETAP HA MUHUCTEPCTBOTO HA 3EMEIE/METO

OTHOCHO: AHanM3 ©“ u13MepBaHe Ha YJOBJIETBOPEHOCTTa Ha notpeburenute Ha
alMUHNCTPATUBHU YCIYr1, NPeaocTaBsaHM 0T MMHUCTEPCTBOTO Ha 3eMefesIMeTo 3a
2022r.

YBAXXAEMU roCcnoauH revEs,

B usnbiHeHne Ha uyn. 24, an. 8 or HapeabaTta 3a agMUHUCTPATUBHOTO O6CNyXBaHe,
npueta c NoctaHoBneHue N? 14 ot 29 sHyapu 2020 r. Ha MuHucTepckus coieT, (06H., 4B, 6p.
9 ot 31.01.2020 r.), v un. 29, an. 2 oT BbTpewHwuTe npasBufia 3a opraHusauuaTa Ha
aAMUHUCTPaATUBHOTO o6cnyxBaHe B MMHMCTEPCTBOTO Ha 3eMefenveTo, NpeacTaBsaM Ha BaweTo
BHUMaHWe pe3ynTaTviTe OT @aHanu3a 3a u3MepBaHe Ha YAOBNETBOPEHOCTTa Ha noTpebutenute
Ha aAMWHUCTpaTMBHW ycayrm 3a 2022 r. W npeanoxeHus 3a noaobpsBaHe Ha
aAMUHUCTPATMBHOTO 06CNyXBaHe B MMHUCTEPCTBOTO,

B Hactosawma pgoknag we 6bAar OTYETEHU pe3ynATaTMTE 33 CbCTOSIHMETO Ha
aAMUHUCTPaTUBHOTO ob6CnyxBaHe pasrineaaHn no cjiefHuTe nokasaTenu:

v CbCTOsSIHWE Ha aAMWUHUCTPATMBHOTO OBCNYXBaHe M OTYET Ha npeaocTaBeHUuTe

aAMWHUCTPATUBHU YCIIYTM OT CTPYKTYPHUTE 3BeHa Ha MUHUCTEPCTBOTO 3a 2022 r.;



v' TIpenopbKy M NpeanoxeHus Ha MoTpebuTenute Ha aAMUHUCTPaTUBHM ycnyru 3a
2022 r. nonyyeHn ypes MeToau 3a obpaTHa Bpb3Ka;

v Uenu Ha agMuUHUCTpauuUsaTa Ha MUHUCTEPCTBOTO Ha 3eMegenueto 3a 2022 r., BbB
BPb3Ka C aAMUHWCTPaTUBHOTO 06cnyXBaHe.

CernacHo un. 23, T. 6 OT YCTpPOWCTBEHMA nMpaBUIHUMK Ha MuHUCTEPCTBO Ha
3€EMEeAeSIMeTO, XpaHWUTe W TropuTe, agMUHUCTPaTUMBHOTO obcAyxBaHe Ha dU3NYEcku |
IOPUANYECKN U@ € 4acT OT (yHKUMWTE Ha Aupekunst ,AAMWHUCTPATUBHO 06CNYyXBaHe".
OpraHusauusta Ha aAMUHUCTPaTUBHOTO OB6C/TyXBaHe B MUHWCTEPCTBOTO € periaMeHTMpaHa
BbB BbTpewHu npasuia 3a opraHusauMsaTa Ha afMWHUCTPATUBHOTO 06CNyXBaHe, YTBbPAEHN
cbC 3aroseg N2 PA09-167 ot 13.02.2023 r. Ha rMlaBHUSA ceKpeTap Ha MUHUCTEPCTBOTO.

CernacHo un. 21, an. 1 ot Hapepgbata 3a agMUHUCTPATUBHOTO O6C/yXBaHe e
pa3paboTteHa XapTa Ha kvMeHTa yTBbpAeHa cbe 3anoses N? P09-581 ot 22.07.2020 r. Ha
MWHUCTBPA Ha 3eMefesINeTo, XpaHUuTe U ropuTe, B KOATO ca BKJ/IOUEHU O6LUMTE U COBCTBEHUTE
CTaHAapTW 3@ KauyecTBO Ha AAMUHUCTPaATUBHOTO o06cCnyXBaHe, XapTata Ha K/iueHTa €
paspaboteHa cbobpa3sHO MpaBuia WM HacoOKW, KOWTO Ca perfaMeHTUpPaHn B pPbKOBOACTEO,
OAO6peHO C aKkT Ha MWHUCTEPCKMs cbBeT. B XapTaTa e pasnucaH HauMHbT, MO KOMUTO
notpebutenute MoraT Aa MOCTLNAT, ako He ca YAOBJIETBOPEHU OT ob6CcnyXsaHeTo wu/vunm
opraHusauuaTa Ha paboTaTa, BKIOYMTESIHO Bb3MOXHOCTUTE 38 KOHKPETHa peakuus W
Bb3MOXHOCTUTE QfAa Mojagat cCwWrHan, npeasoxeHne wnuv  xanba BbB Bpb3Ka C
agMUHUCTPaTUBHOTO obcnyxBaKe. TA nomara Ha notpebutenute fga pasbupaT v 3awuTasaT
npasaTa CWU, KaKTo W JAa M3UcKBaT no-fo6bpo obcnyxeaHe. Xaprtata e nybnnkKyBaHa Ha
oduLManiHaTa MHTEPHET CTpaHuuaTa Ha MUHUCTEPCTBOTO WM € AOCTbMHa 3a rpa)aaHute Ha
ruwe ,fenosoactso" B LleHTbpa 3a agMuHucTpaTMBHO o6cnyxBaHe (LUAQO) Ha MUHUCTEPCTBO
Ha 3eMeaenuneTo.

LeHTbpa 3a aaMWHMCTpPaTUBHO  obcnyxeBaHe pasnonara ¢  Heobxogumarta
nHdopMaLMoOHHa U KOMYHMKaUWOHHa TeXHMKa 3a eheKTUBHO oBCiyXBaHe Ha noTpeburtenunTe
Ha aAMUHUCTPaTUBHM ycnyrn. Ha pasnonoxeHue Ha rpaxnaHute u 6usHeca B LIAO e
ocurypeHa 6esnnaTtHa UHTepHeT Bpbaka (wi-fi).

PaboTHOTO BpeMe Ha LIAO cbBnaga ¢ paboTHOTO BpeMe Ha aAMUHUCTPaLMATa, KaTto uMa
YCTaHOBEH pej 3a No4YMBKa, Taka 4e Ja Ce ocurypu HenpekbcBaeM pexuM Ha pabora C
notpebutennTte B paMKuTe Ha 06BEHOTO pa60TH6 Bpeme,

BvBegeHaTa ABTOMaTu3MpaHa WHdoOpMaLMOHHA cCUCTeMa 3a YyrpaBlneHWe Ha
AokymeHToo6bopota (AUC) cwpelictea 3a no-gobpaTta opraHusaums Ha pa6ortata W
obnekyaBaHe Ha npouecuTe NO NpPeAocTaBsHE Ha aAMUMHUCTPaTUBHM ycnyru. bnarogapeHue
Ha HeA ce M3BLPWBAT CrpaBkKn M ce pasa uHdopMauusa 3a cTaTyTa W ABUXEHUETO Ha
npennckuTte. 3a 2022 r. ype3 ANC ca peructpupaHu 12 930 3aaBfieHunna 3a npenocraBsHe Ha
aAMWUHUCTPATUBHU YCAYIW.

Avpekuns ,AODMUHUCTPaTUBHO 06CnyXBaHe" noaabpXxa PperucTbp 3a CurHany,
rpeanioxeHns, 3anuTBaHWs OT 06W, xapakTep W Ap., NOCTLNWAM Ha ENeKTPOHEH aapec:

mail@mzh.qovernment.bg. 3a 2022 r. oT cTpyKTypuUTE Ha MUHUCTEPCTBOTO Ca M3rOTBEHU WU
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usnpateHn 368 6pos oTrosopu Ao 3asBUTENUTE. B rno-ronsMaTa 4yacT 3anMUTBaHMATa ca oT
KOMMOETEHTHOCTTa Ha Aupekuum ,loseMneHyM OTHoWeHus W Komacauus“, ,Pa3BuTue Ha
ce/ickuTe paloHun®, ,[upekTHu nnawaHus", ,AaeHTudukaums Ha 3emeaenckute napuenu®,
»HdbpXaBHK MoMowWwmn W perynauuun", Bbnrapcka areHuus no 6e30MacHOCT Ha XpaHuTe,
M3nmbenHUTENHA areHuusa no ropure u 4p.

B aaMuHuCTpauusTa Ha MUHUCTEPCTBOTO ce Habnioaasa crnasBaHe Ha 3a4b/DKUTENTHUTE
CTaHAapTH 3@ Ka4yecTBO Ha agMWHUCTPaTUBHOTO O6GC/yXBaHe, KaTo OCHOBHOTO € Cra3BaHe Ha
U3MCKBAHETO BPEMETO 3a 4YakaHe npu noJiyyasaHe Ha WHdopMauus no TenedoHa mau Ha
MsicTo B LUAO u/unn obpaboTka Ha 4OKYMEHTM BbB Bpb3kKa C aAMUHUCTPATUBHOTO 06CNYyXBaHe
Aa He e noseye OT 20 MUHYTM KaxKToO ¥ nojsydyaBaHe Ha OTroBOpP Ha MUCMEHW 3aruTBaHUA OT
obW xapaktep Aa e B pamkuTe o 5 paboTHu aHW. [onycka ce yAb/HKaBaHe Ha
TEXHOJIOMMYHOTO BpeMe, B C/lydauTe Korato € HeobxogMMo ga ce NpenocTaBAT CTaHOBMLIA OT
nose4ve OT e4HO CTPYKTYPHO 3BEHO WK HabaBAHe Ha AOMbAHUTE/IHU JOKYMEHTH.

Mpuvenn cMe n cobCTBEHU CTaHAAPTH 3a aAMUHUCTPATUMBHO 06C/yXBaHe - MOCTUraHe Ha
npogecuoHanusbM B pabotaTa, 6€3nNpUCTPacTHOCT, 06eKTUBHOCT M YECTHOCT NPU U3BBLPLUBAHE
Ha aAMWHUCTpaTuMBHaTa ycnyra, rnpoTMBOAENCTBME Ha KOPYMUWOHHM MposiBU, U36sirBaHe Ha
KOHMANKTHM CUTyaummn, a Npu Bb3HMKBAHETO MM — 3anasBaHe Ha CMOKOWCTBME U npunaraHe
Ha yMeHUs 3a npeojofisiBaHETO MM, CTPeMeX KbM TbpPCEHEe Ha 3aKOHOCLO6pasHo pelleHue Ha
npobneMa Ha noTpebutens M uU3MepBaHe Ha YAOBAETBOPEHOCTTa Ha noTpebutenutre Ha
aAMUHUCTPATUBHU YCAYrW U npearnpueMaHe Ha LeWCTBUA 3a NoBMWaBaHe Ha KauyecTBOTO Ha
ycnyrure.

EOAMH  OT KJIOHOBUTE MOMEHTM 338 TOCTMraHe Ha BUCOKO KauyecTsBo Ha
agMUHUCTPaTUBHOTO obcnyxXBaHe e n3bopa Ha kaHanu 3a NpefocTaBsHe Ha WHdoOpMauus Ha
notpeburenute. AAMUHUCTpPaumMsita Ha MUHUCTEPCTBO Ha 3eMefesIMeTo ce CTpeMu JAa
npenocrasy UHGMOPMaUUs rno BCUYKM HaJIMYHM KaHanu 3a AOCTbM. 3arnasBa ce TeHAeHUMnATa [a
CE W3M0/I3Ba MHTEPHET CTpaHMuaTa Ha MUHWUCTEPCTBOTO 3a WHGOPMUpaHe Ha MoTpebuTenuTe.
NHdopmaums ce pasa n no TenedoH (okono 17 200 NOCTbLNWAK 3anUTBaHWA, BKIOUYUTENHO
cnpaBKW 3a [BWXEHWETO Ha PperucrpuMpaHu [OKYMeHTM), oT KouTo 368 3anuTBaHe Ha

efleKTpoHeH agpec: mail@mzh.government.bg, 2 700 Ha MsacTo B LIAO u ap.

HOTp66MTeﬂMTe MoraTt ga usnonseaT LJOKYMEHTHUS noptan Ha MWHWUCTEPCTBOTO Ha

eNeKTpoHeH aapec: https://www.mzh.government.bg/bg/uslugi/dokumenten-portal/,

CucTtemaTa 38 CUTypHO eNleKTpoHHO BpbYBaHe (CCEB) https://edelivery.eqov.bg/ u

enekTpoHeH apgpec edelovodstvo@mzh.government.bg, KouTO JAaBaT Bb3MOXHOCT Ha
rpaxgaHu u opraHmsalum no enekTpoHeH MbT U OT pasCToAHMe Ja rnogasaTr W rnoJiyyasar
NOKYMEHTN MoAnMuUcaHW C YHUBepcaneH efieKTPoOHeH TOANUC, BKAIUYUTENHO 3asBsiBaHe Ha
aAMUHUCTPATUBHU ycnyru. [JokyMmeHTHUs noptan M CCEB nossossiBaT u3npawaHe wu/wnu
rnojiydaBaHe U CbXpaHsiBaHe Ha eNieKTPOHHU AOKYMEHTW W 3aMecTBa Kjlacuyeckus MeTon 3a

A0CTaBKa Ha nucMa.



OcHoBHa uen, KoATO Cu e nocTaBuna AUpeKuus ,AAMUHUCTPaTUBHO obcnyxsaHe™ 3a
u3nbiHeHue npes 2023 r. e Aa HacbpyaBa rpaxzaHuTe U MpeacTaBUTenuTe Ha 6u3Heca aa
noaaBaT NOKYMEHTU U Aa 3asaBSABaT aAMUHUCTPaTUBHU YCAYIU MO €/1eKTPOHEH MbT.

Ha ocHoBaHne un. 26 oT BbTpewHWTe rpaBwWna 3a OpraHWsauus  Ha
aAMUHUCTPATUBHOTO  obCnyxBaHe B  MWHUCTEPCTBOTO Ha  3eMefdenueTo, AUpeKuus
#~ABMUHUCTPATUBHO 06C/IYXBaHe" W3NCKBa OT CTPYKTYPHUTE 3BeHA Ha MUHWUCTEPCTBOTO
CBOEBpPEMeHHO Aa nojaBaT MHGOpMauua 3a HacTbNuAUTE NpoMeHu B obcToaTescTBaTa npwu
npejocraBsHETO Ha aAMUHUCTPATUBHW YCNyru. [upekumsaTa ocurypsiBa CBOEBPEMEHHOTO UM
BnMcBaHe B Peructbpa Ha ycnayrute B WHTerpupaHaTa WHDOpMauMOHHa CUCTeMa Ha
AbpXXaBHaTa aaMuHucTpauns (MMCOA).

BrinceaHeTo Ha aAMUHUCTpaTMBHUTE ycnyru B PerucTep Ha ycnyrute B UUCIA,
ocurypsisa Bb3MOXHOCT 3a@ Cb3[aBaHe Ha no-aobpa opraHu3auus U no-roissMa oTUYETHOCT Ha
aAMUHUCTPaTUBHOTO OBCNyXBaHe, KakTo v noanoMara TaxHata cTaHAapTU3aumns 1 npouecuTe
no TAXHOTO MpefocTaBsiHe. BrnucaHaTa uHdopmaums B PerucTbpa Ha ycnyrute e cBo6oAHO
AOCTbMNHa 3a rpaxaaHnte M 6usHeca, KOeTO ynecHsiBa NoTpebutenuTe, yBenn4daBa TaAXHaTta
NHGbOPMUPAHOCT M Cb34aBa Bb3MOXHOCT 3a W3BbLPLIBAHE Ha CrnipaBku 3a ycnyruTe. ExeroaHo
Anpekunsa ,AAMUHUCTPATUBHO o06CnyxBaHe"™ oTuuTa CbCTOAHMETO Ha aAMUHWUCTPATUBHOTO
obcnyxeaHe B MUHUCTEPCTBOTO, KaTo MombfiBa WHGoOpMaumsa B pasfen V ,AOMUHUCTPATUBHO
obcnyxeaHe 1 perynvpaHe” B foAUWHWA AOKNa4 3@ CbCTOSHUETO Ha agMUHUCTPauUnsaTa.

EnekTpoHuM3auusaTa Ha aaMUHUCTPaTUBHUTE YCiyrn B MUHUCTEPCTBO Ha 3eMeAesINeTo e
A0 2 HuBo. OcurypeH e nybnuyeH oHNaiH JOCTbN A0 WabfioHn Ha AOKYMEHTU MyBJInMKyBaHu
Ha CcTpaHuuaTa Ha MUHUCTEePCTBOTO U B Peructepa Ha ycnyrute noavpikaH vupes MNCOA.

Mpe3s 2022 r. 3a ABe OT nNpegnaraHUTe OT MUHUCTEPCTBOTO afMUHUCTPATUBHM YCIYrU €
Hanunue obnek4vyasaHe/HaMasissaHe Ha agMMHUCTpPaTMBHATa TeXeCT 4pe3 ocurypsiBaHe Ha
NMpeocTaBsAHETO MM KaTto e/IeKTPOHHU aaAMUHucTpaTMBHU ycnyrin (EAY) oT HuBo 4: 2177
»[1pPU3HaBaHe Ha opraHusaumnsi Ha NPOU3BOAUTENM Ha 3eMefesiCKM MPOAYKTM M Ha rpyna Ha
npovseBoAuTENM Ha 3emedenckun npoayktut u 2355 ,lpusHaBaHe Ha opraHusalus Ha
rnpovssoAuTEeNN Ha NNOAOBE U 3e/ieHYyLn”.

MNpes wusMuHanata roguMHa MWHUCTEPCTBO Ha 3eMedeNMeTo npuckeanHn 19 6pos
aAMUHUCTPATUBHU yCNyri KbM EOMHHUA MoAen 3a 3asBsBaHe, 3anjallaHe U npeaocraBsiHe Ha
€/TEKTPOHHN aAMUHUCTPATUBHU YyCNyru, noabpXaH OT MMHUCTEePCTBO Ha eNIeKTPOHHOTO

ynpasneHue (MEY), paborew, Ha enekTpoHeH agpec: https://egov.bg.

B Peructbpa Ha ycnyrute 8 MUCOA ca BNuCaHW NeT HOBUM agMUHUCTPaTUBHU YCRYIU C
HauMeHoBaHWe W yHuKaneH wuaeHTuduxatop: N°? 3240 ,MpusHaBaHe Ha acouvauus Ha
opraHusauMn Ha npousBoAMTENIM Ha 3emenencku npoayktu", N2 3241 ,lpuaHaBaHe Ha
acouvaymss Ha opraHusaumMuM Ha npousBOAUTENM Ha naonosBe U 3ejeHuyun®, N° 3251
«[pN3HaBaHe Ha acoumaums Ha opraHusauum Ha rnpousBOAUTENIM B CEKTOopa Ha MJISIKOTO M
MneuHuTe npoaykTu", N 3242 ,lMpuaHaBaHe Ha MexaybpaHlloBa OpraHu3auusa B ceKTopa Ha

MASIKOTO U MriedyHuTe npoayktu®, N2 3243 ,lMpuaHaBaHe Ha MexaybpaHWoBa opranHusauus B



CeKTOopa Ha n/oAoBeTe U 3e/ieHYyuuTe W ApyruTe 3eMefencku npoaykTu®, KOuTO KbM
31.12.2022 r. ca B NpoOUEC Ha MpUCbeaANHABaHE KbM EauMHHus nopTan.

EAvHHMA  MoAden npedocTaBs  Bb3MOXKHOCT Ha rpaxaaHuTe M 6usHeca 3a
LEeHTpansnpaHo 3asBsABaHe, 3aniallaHe U NpejocTaBsHe Ha eIeKTPOHHM aagMUHUCTPaTUBHU
ycnyrn v nHpopMauus, csbpsaHa € TAX. C NPUCLEAUHABAHETO Ha YCAyruTe KbM EAWHHMS
Moaen, MUHUCTEPCTBO Ha 3eMefesIMeTO PasWMpy eNeKTPOHHUTE KaHanau 3a AoCTbh. o To3u
Ha4MH MakcrMManHo orpaHm4nxmMe Heo6X0AMMOCTTa OT (PM3NYECKO MPUCLCTBUE Ha rpaXgaHuTe
Ha ruwe ,Jenosoacteo” B UAO Ha MUHUCTEPCTBOTO.

3a 2022 r., MUHMCTEPCTBOTO Ha 3eMeAeNVEeTO € NpeaocTaBuno obwo 12 930 6pos
aAMWHUCTDATMBHU  YyCnyrM Ha GU3NYeCKM W IOpuAMYEcKM JsiMua. Hali-ronsm  6poii
aAMUHUCTPATMBHK ycnyrk 3a 2022 r. ca npepoctaBeHn oT [NaBHa auvpekums ,3emepenue u
pervoHanHa nonuTuka" n anpekuus ,MoseMneHn oTHOLEHUS 1 KoMacaumns®.

Haii-usnonssaHnat kaHan 3a 3asBsiBaHe Ha aAMMHUCTPATMBHU YCNyrU OT rpaxaaHun u
npeacTaBuTen Ha 6M3Heca e ypes:

- IMUeH3unpaH noweHckn onepartop - 70 %;

- Ha rnwe B LUAO Ha MUHUCTEPCTBOTO - 22 %:;

Ha o6MKHOBEHa enekTpoHHa nolla edelovodstvo@mzh.government.bg - 5 %;

- Ype3 ocTaHanuTe KaHanaun 3a gocrton - 3 %.

Mpes 2022 r. HAMa MOAAAEHWN YCTHW 3asBfieHUs. YacT OT aAMUHMCTPaTUBHUTE YCNyry
ce 3aaBsABaT ype3 ObnacTHuTe Anpexkuun ,3emMegenue®.

C uen nojobpsiBaHe KauyecTBOTO Ha aAMUHUCTPATUBHOTO OBCHyXBaHe, B
MUHNCTEPCTBOTO Ca Cb3AafeHU CNedHUTE MeXaHuU3MU 3a obpaTHa Bpb3ka WU M3cnegBaHe Ha
YAOBJIETBOPEHOCTTa Ha MoTpebuTennTe Ha aAMUHUCTPATUBHU YCIYru:

1. KOHTakT Ha MAcTo B LIAO Ha MWUHWCTEPCTBOTO, KbAETO MOTPEGUTEnsT Moxe 4a
M3Kaxe noxsana wiu aa nojane yCTeH CUrHan 3a HeyJoBJIETBOPEHOCT OT NPeAoCTaBEHOTO MY
aAMUHUCTPaTUBHO OGCYXKBaHE;

2. KOHTakT Ha obsBeHu TenedoHHW HOMepa 3a MojaBaHe Ha CWUrHaAu BbB BpPb3Ka C
KauecTBOTO Ha aAMWHUCTPATUBHOTO o6CNyKBaHe;

3. u3npaljaHe Ha KOHKPETEH CWrHaj 33 HeyAOBNeTBOPEHOCT OT MpefoCTaBeHo
aAMUHUCTPaTUBHO obcniyxBaHe no nowa, ¢akc WAM Ha eneKkTpoHeH ajpec Ha
MUHWCTEpPCTBOTO; ‘

4. nombnBaHe Ha AHKeTHa KapTa 3a MpoyyBaHe Ha Y/AOB/NETBOPEHOCTTa Ha
noTtpebuTennTe Ha agMUHUCTPATUBHN YCIYIU, KOATO Ce MpeAocTaBs Ha rulie ,JenoBoacTso” B
LIAO 1 Ha UHTepHeT caiita Ha MUHUCTEPCTBOTO.

AHKeTHaTa KapTa BK/I0YBa AeBeT BbMnpoca, GOopMy/MpaHu ¢ Len Aa ce Moay4u sicHa u
06eKTMBHa OLieHKa 3a Ka4yecTBOTO Ha 06C/Y)KBaHETO, KaTo CTerneHTa Ha YAOBJIETBOPEHOCT Ce
usMepBa oT ,HambAHO cbrnaceH/MHoro pfosoned Ao ,HanbaHo Hecwkrnaced/MHoro
HefoBoneH". lMNpes 2022 r. B KyTUATa NocTaBeHa B 6M30CT A0 ruwe ,[JenosoacTso” B LIAO Ha
MuHMCTEpCTBO Ha 3emefenveTo ca nogaaeHn 220 6post aHKeTHM KapTu. 3afafeHuTe BbNpocK

B aHKeTHaTa KapTa cnocobctBaT 3a aHanusupaHeto U o6obuwaBaHeTo Ha nony4yedara
5,



MHbOpMaUMsa Mo OTHOWEHWE Ha CnasBaHETO HAa CPOKOBETE 3a M3BbpLUBAHE Ha 3asBeHuTe
aAMUHUCTPaTMBHN yCnyryn, npogecuoHanHata noAroToBkKa, 6bp3MHaTa WM KavyecTBoTO Ha
obcnyxBaHe Ha NOTpeGUTENINTE OT CTPaHa Ha CIYXUTENUTe B MUHUCTEPCTBOTO. OTroBopuUTe Ha
noTpebuTennte Ha aAMUHUCTPaTUMBHM YCIYrM MO MOCTAaBEHUTE B aHKeTaTta BBMPOCK Ca
obobweHn B guarpama (@wur, 1). 1

OueHKa Ha aAMUHUCTPATUBHOTO 06CNYKBaHE
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Ourypa 1: OueHKa Ha aaMUHUCTPaTMBHOTO 0bCnyXBaHe.

AHann3bT Ha CbCTORAHMETO Ha aAMUHUCTPATUBHOTO obcnyxBaHe 3a 2022 r. e U3roTBEH
Bb30CHOBa Ha o6o6luaBaHe U aHanusuMpaHe Ha ropeumnTupaHaTta MHdopMmaumsa cbbpaHa upes
MexaHusMute 3a obpaTHa Bpb3Ka. MoXXeM Aa oOT4YeTeM CpaBHUTE/NIHO BUCOKO HWBO Ha
yAoOBNeTBOpeHOoCT oOT paboTtata Ha 3BEHOTO W cneuManmMsupaHuTe CTPYKTYpUM Ha
MWHUCTEPCTBOTO.

OCHOBHUTE rNpeanoXeHnst U NPenopbKM Ha noTpebuTtennTe ca KbM:

» CkbcaBaHe Ha BpeMeTo 3a obcnyxxsaHe;

* [loBeye AOCTLMHOCT, MbLJHOTa U ACHOTa Ha NpeaocTaBsHaTa nHdopMaums;

* [loBuwaBaHe Ha npodecuoHanHaTa Keanudukaums KW  KOMNETEHTHOCT Ha
CYXXUTEeNUTe, KakKToO B 3BEHOTO 3a aAMWMHUCTPaTMBHO O6CNy)XBaHe, Taka W Ha
CNYXUTEeNNTe OT cneuuannsvpaHnTe 3BeHa, nNpeAocTaBsaAwWM aAMUHUCTPATUBHU
ycnyru.

MpepnoxeHnaTa Ha rpaxaaHuTe ca WHOWKaTop 3a npornycku B pabortata Ha

CNYXUTENUTEe OT aAMUHNCTPaUMATa Ha MUHUCTEPCTBOTO NPY KOHTaKTa UM C rpaxgaHuTe.
B Tasu Bpb3Ka, MMHUCTEPCTBOTO Ha 3eMeaenveTto ce CTpeMM pna 3afoBofsaBa €

aKTyasiHa VIH(bOpMaLlMﬂ 3alHTepecoBaHUTE JiMLda, KaTo Ce npeagnpueMaTt MepKuU CBbp3aHu C



nofobpsiBaHe Ha paboTaTa B HanpaBneHMe [OCTLMHOCT M KayecTBO Ha NpefocTaBeHaTa
uHdopmauus.

Mpe3 2023 r. we NofIoXUM yCUUS 3a peannaupaHe Ha CreaHuTe Leaun U 3a4aun:

1. enekTpoHM3auuMs Ha aAMUHWUCTPATUBHUTE YCIYrK, Ype3 NpPUCHLEAVHSBAHE KbM
EavHeH Mopen 3a 3asBABaHe, 3amiawaHe W NPeAOCTaBsiHE HA €NeKTPOHHU aAMUHUCTPATUBHU
ycnyruv, Ha enekTpoHeH agpec: https://egov.bq;

2. HacbpuyaBaHe Ha rpaxgaHuTe W npeacTaBuTenuTe Ha 6usHeca pa noaasar
LOKYMEHTU U Aa 3aABsBaT aAMUHUCTPATUBHU YCIIYIU MO €/IeKTPOHEH MbT;

3. paswupsBaHe Ha KaHanute 3a AOCTbM A0 aAMUHUCTPATUBHMU YCAYIUM W YBennyabaHe
Ha 6pos Ha cnyxebHo cbbMpaHWTe AOKYMEHTW upe3 peasusupaHe Ha npeaBuaeHuTe B
3aKOHOAATENICTBOTO (POPMM 38 MHTErpauMs Ha aAMWHUCTpPaUMUTEe NpPU NpeaocTaBsHE Ha
yenyru;

4. paswupsBaHe Ha NMpakTMKaTa 3a NpoBeXAaHe Ha Npoy4ysaHe Ha YAOBJIETBOPEHOCTTA
Ha noTpebuTennTe, C ornea noBuWaBaHe Ha HeliHata egeKTUBHOCT, YCTOMYMBOCT W
[OCTOBEPHOCT;

5. ocurypsBaHe Ha oOHnaliH AOCTbN A0 WabfioHW Ha AOKYMEHTU, 4Upe3 peaoBHO
OCbBpeMeHsBaHe Ha nybnukyBaHUTE Ha UWHTEpHET caliTa Ha MWHWUCTEPCTBOTO W B
AOMUHUCTPATUBHUA PerucTbp 61aHKy;

6. nosuvwaBaHe KBanudukauusaTa U KOMMNETEHTHOCTTA Ha CNYXWTeNuTe B 3BEHOTO 3a
aAMWHNCTPaTUBHO 06CNY)XBaHe, Ypes y4yacTusi B 06yuyeHusi 3anerHany B MOAULWIHUA NnaH 3a
obyyeHune Ha cnyxutenute B MMHUCTEPCTBO Ha 3eMeaenuneTo.

Avpekuusa ,AOMUHUCTPaTUMBHO o6cnyxsBaHe" We npoab/iXxu Ja npuaara HosuTe
M3NCKBaHUS, KOUTO TNOCTaBAT Mpea agMUHUCTpauusTa usMeHeHMeTo B Hapeabata 3a
aAMUMHUCTPATUBHOTO O6CNyXBaHe U LWe paboTu B Mocoka MOBMWIABaAHE Ha Ka4yecTBOTO Ha

npeaocrtaBaAHUTE yCayrm U nocturaHe Ha EC.beKTMBHM pe3ynTatm M nbJiHa yooBaeTsopeHOCT Ha

noTpeburenure.
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