I'oauuieH gokJaazn

34 OII€HKA HA YAOBJECTBOPCHOCTTA Ha HOTpEﬁI/lTe.]'II/ITe OoT AIMUHHUCTPATHBHOTO

o0cay:xxBane B Komucusita 3a eHepruiiHo ¥ BOAHO peryJjupane 3a 2022 roauHa

Hacrosimusar noknmag € W3roTBEH Ha ocHoBaHue wi. 24, an. 8 ot Hapembara 3a
aJIMUHUCTPATHBHOTO 0o0ciyxBaHe. B KoMucusita 3a eHEpruiiHO U BOJHO PEryJIMpaHe MPOYYBAHETO
Ha yJIOBJICTBOPEHOCTTA HA MOTPEOUTEIINTE HA aIMUHICTPATUBHU YCIYTH CE TIPOBEKA CKETOIHO B
u3nbIHeHHEe Ha Wi. 24 ot Hapenbarta 3a agMuHHCTpaTHBHO 0oOchmyxkBaHe W wi. 31 u wi. 32 or
BbrpemnuTe mpaBwiia 3a OpraHu3alvs Ha aIMHUHHCTPATUBHOTO oOciyxkBaHe B Kommcusara 3a

EHEPTUITHO U BOJIHO peryjHupaHe.
1. U3mepBaHe Ha y10BJI€TBOPEHOCTTA HA NOTPeOUTEIUTE

1.1. AaMuHucTpaTHBHO 00c/y:kBaHe B KoMmucusita 3a eHepruiiHo ¥ BOIHO peryJiipaHe
( Komucusita, KEBP)

AJMMHHCTpAaTUBHOTO oOcimyxkBaHe B Komucusita ce oceiiectBiBa B LleHTbpa 3a
agmMuuuctpatuBHo oocayxBane (LIAO, Llentspa), B crpagara Ha KEBP, Oyn. ,,Kusa3 Anekcanabp
JoumaykoB Ne 8-10, erax 3, crau 302 u 303, pabotHo Bpeme oT 9:00 u. 10 17:30 4. 6e3 nmpeKbCBaHe.
Opranmsupano € Ha mnpuHuouna ,eaHo rume®. Caoyxurenure B IIAO ca gact or otzmen
»AJIMUHUCTPAaTUBHO W HWHGOPMAIMOHHO oOOcCIyXBaHe®, aupekuus ,,00ma aaMuUHUCTpanus™.
W3non3Ba ce aBTomMaru3upaHa J1€10BOAHA MH(GOPMAIIMOHHA CHUCTEMa C KOMILJIEKC OT TEXHUYECKU
orepanuy Mo JOKYMEHTHPAHETO M OpraHu3alusTa Ha padoTara ¢ JOKYMEHTHUTE, BKIIIOUUTEIHO

(I)YHKI_II/II/I 3a KOHTPOJI IO CITa3BAHC HA CPOKOBECTC 3a NMPCAOCTABAHC HA aIMUHUCTPATUBHUTC YCIIYT'U.
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1.2. Meroan 3a o0paTHa Bpb3Ka, U3NOJI3BAHM 32 H3BbLPIIBAHE HAa OLEHKA Ha
Y/I0BJIETBOPEHOCTTA HA MOTPeOUTEINTE HA A/IMUHUCTPATUBHH YCJIYTH
Komucusita 3a €HEPruifHO W BOJHO pETyJIHpaHE OCBIIECTBSIBA OOpaTHAa BpbB3Ka C
noTpeduTenuTe, chbrilacHo MeTofoorusiTa 3a U3MepBaHe U YIpaBlIeHUE Ha YIOBIETBOPEHOCTTA HA
norpedburenure, kKaro cbOMpa wuHPOpMaLUsA 3a YIAOBIETBOPEHOCTTa OT MPEIOCTAaBSIHUTE
aIMUHUCTPATUBHU YCIYT'U Ype3 MPUJIaraHe U U3MO0JI3BAHE HA CIEAHUTE METOIU
1. wu3BBpIIBaHE HA AHKETHU MIPOYYBAHUS,
2. TpOBEXJaHE Ha KOHCYJTAlMU CbC ciayxutenute oT LleHTspa 3a aAMHUHHCTPATHUBHO
o0Ociy)KBaHe;
3. aHamu3 Ha CUTHAJM, IPEIJIOKEHUS, J)KalOu 1 TIOXBaIIH,
4. aHanu3 HA METUWHU ITyOJIMKAIINH;

5. KYTHU 34 MHCHU U CUTHAJIN.

CnOupanero Ha uHGOpMAIK 32 0OpaTHA BPB3Ka U U3MEPBAHETO HA yIOBJIETBOPEHOCTTA HA
HOTPEOUTENUTE € C 1] OBUIIaBaHEe KaueCTBOTO HA aIMUHUCTPATUBHOTO oOciyxBaHe. OnucaHure
METOAM 3a o0paTHa Bpb3Ka M HAUMHHUTE 32 TSAXHOTO M3IMOJI3BAHE M IpUJIaraHe ca chboOpa3eHu C
Metoponorusara 3a M3MEpBaHE U YIPABICHUE HA YJOBJIETBOPEHOCTTa HAa MOTPEOUTEIUTE U ca

pernameHTHpanu B 4i.24 ot Hapenbara 3a aAMUHUCTPATUBHOTO OOCIIyKBaHE.

B KEBP npu TbpceHe Ha oOpaTHa Bpb3Ka C MOTpeOUTENUTE ce Mpuijara MOJXOABT Ha
HENpEeKbCHATO OLICHsSBAaHE, KaTo Ce ThPCU OOpaTHa Bpb3Ka OT HHAMBUIYAIHU HOTPEOUTENH B
npolieca Ha 0OCITyKBAHETO — 10 BpeMe Ha MPeIOCTaBIHETO Ha YCIIyraTa WM HEMOCPEACTBEHO Clell

TOBA.

1.3. Pe3yaTraTu OT NpHJIaraHeTo HA METOIMTeE 32 00PaTHA BPb3Ka

1.3.1. WM3BbplIBaHE HA AHKETHO NMPOYYBaHe

AHKeTara € MeTO/l, MOJIXO/IAL] 3a IOCTOSIHHO U €XKEIHEBHO MoJyyaBaHe Ha oOpaTHa Bpb3Ka U
U3MEpBaHE Ha y/I0BJIETBOPEHOCTTA. 3a MPOBEXKIAHETO HAa TO3M METO]I € pa3paboTeHa aHKeTHa KapTa
KaTo yed OazupaH GopMyJisip Ha UHTEpHET cTpaHuuaTa Ha KomucusTa, KOWTO ce MONMbJIBa OHJIAMH.
AHKeTaTa € JOCThITHA 32 BCUYKHU moceTuTenu Ha crpanunara Ha KEBP 3a nupektHo mombiBane,
HE3aBUCUMO JaJIM ca 3aiBWIM aJMHUHHUCTpatnBHa yciayra B KEBP, m wu3MepBa mNOCTOSIHHO
YJIOBJIETBOPEHOCTTA Ha moTpeduTenure. Upes Hes MOXke Ja ce M3MEpU KaKTO IUIOCTHATa JEHHOCT
10 aJIMUHUCTPATUBHO O00CITYXBaHe, Taka U KOHKPETEH aCHeKT OT JIeHHOCTTa.

Cepujata aHkeTaTa B XapTHEH BapHaHT € MOCTaBEeHa B IMpO3payHa KyTHs Ha BUJHO MSCTO B
[lenTbpa 32 aAMUHUCTPATUBHO O0CITYKBaHe, HEMOCPEICTBEHO JI0 TUILETO, Ha KOETO CE OCHIIECTBSIBA
a/IMUHUCTPATUBHOTO 0OCTyKBaHE Ha MSCTO B crpajata. biankara c aHkeTara € JOCThITHA 32 BCHUKU
nocetutenu B LIAO. ITorpebutenure Morar Aa HOMIBJIHAT aHKETaTa, Cliel] KaTo ObJIaT 00CIyKEeHU OT

cayxuten B [JAO, xoraro ca moiy4nsiv Ipeku Briedatyienust oT paborara B [IAO, u na st mycHaT B
CcTp. 2075



HApOYHO olpenesieHa u o0o3HaueHa KyTud. [lombaBaHeTo Ha aHKeTaTa Ha XapTusl He OTHEMa IToBeue
OT IIET MUHYTH.

AmnKeraTa 3a NoJy4aBaHe Ha oOpaTHa Bpb3Ka OTrOBaps HA M3MCKBaHUATA HA MeTomonorusta
3a U3MEpBaHE M YIpaBJCHHE Ha YIOBJIETBOPEHOCTTa HAa MOTPEOUTENIUTE, KAaTO MEPHOJUYHO Ce
akTyanusupa. Ts e kpaTka, ¢ 00eM e/lHa CTpaHUIIa, JIECHA 32 YETEeHE U MOIbJIBAHE, C Bb3MOXKHOCT 32
Obp3MHAa IpU JaBaHE Ha OTTOBOPU U MOKPUBA KIIIOYOBH €JIEMEHTH OT NPEAOCTaBIHETO HA YCIYTUTE.

[Tpe3 2022 r. B kyTHsiTa ,,AHKETa yJOBICTBOPCHOCT HA MOTPEOUTENUTE Ca MOCTHITMIN JBE
aHKETH 3a 00paTHa BpPb3Ka OT MOTpeOUTENnTe Ha yeiuyry, npeaocraBsiau or KEBP. Ankerute ca ot
noTpeOUTeNTM Ha YCIyrd B 00JacTra Ha €JIEKTPOCHAOISBAHETO U BOJOCHAOJSIBAHETO U
KaHaJIU3alMOHHUTE ycayru. [lombaHunnTe aHkeTuTe ca noTpedurenu Ha eHepruiinu u BuK yciayru
3a CTOHNAHCKM M OOLIECTBEHO-3/IMUHUCTPATHUBHU HYXIU. AHKETUTE Ha MNOTPeOUTENUTE Ha
angmuHuctpatuBaute yciayru Ha KEBP mnoka3BaT BHCOKa CTENEeH Ha yIOBIETBOPEHOCT OT

AJIMUHUCTPATUBHOTO O6CJ'Iy>KBaHe.

1.3.2. IlpoBe:kaaHe Ha KOHCYJTalMd cbc cay:xureaure ot Lentspa 3a
aIMHHHUCTPATHUBHO 00CIy:KBaHe

Koncynranuure cbe cinyxurenute oT LleHTbpa 32 aIMUHUCTPAaTUBHO 0OCITyKBaHE ca METO/I 32
HegopmanHa oOpaTHa BpPB3Ka, MPU KOMTO CEe M3MOJI3BAT BIICUATIICHHSTAa HA CIY)KUTEIUTE, CIEN
€XKeJIHEBEH KOHTAKT C IOTPEOUTENNTE B X044 HA AIMUHUCTPATUBHOTO oOctyxBaHe. CIy)KUTENUTe B
IlenTbpa ca B CBCTOSHUE E€XEIHEBHO Ja MPUAOOMBAT NPEKH BIEYATICHHUS OT CTEMEeHTa Ha
YJIOBJIETBOPEHOCT Ha MOTPEOMTENUTE, KOUTO MOraT jJa ObJaT MHOIO IOJIE3HU HPU LSAJIOCTHOTO
U3MEpBaHe Ha Ta3H yIOBJIETBOPEHOCT.

Koncynranuure cbc cioyxurenure oT lleHTbpa 3a aAMMHHCTPAaTUBHO OOCIy>KBaHE cCe€
OpOBEXJAT HE MO-PSJIKO OT BEAHBXK Ha TpUMEceyhe, a MNpU HEOoOXOAMMOCT U MO-YecTo.
Cayxurenure, padoremu B LleHTbpa, criofessT BeyaTieHusITa cu oT paboTaTa ¢ MOTpeOUTeNIuTe 1O
HSIKOJIKO TTOKa3aTelsl, CBbp3aHU ¢ o0ciayxBaHeTo. [loka3aTenuTe ca npeaBapuTEIHO ONpPENEIeHU U
BCEKU CIIy)KMTeN B paboTaTa cu cleAM TSAXHOTO M3MbIHeHHe. ToBa ca Bpeme 3a 00OcCHy)KBaHe,
OopraHuzaiysi Ha OOCIIy’KBaHETO, KOMIIETEHTHOCT INpH OOCIYXBaHETO, JIOOE3HO M OT3UBYHBO
OTHOIIICHHUE.

O06001ieHnuTe pe3yaTaTd OT MPOBENEHUTE KOHCYJITAllMM MOKa3BaT, Y€ pabOTHOTO BpeMe U
Ch3JlaJieHaTa opraHu3amys Ha padoTa ,,eTHO THIIE YIOBJIETBOpsABAT MoTpeduTenute. Ha Mscto B
entbpa 3a aAMMHUCTPATHBHO OOCIy)XBaHE WIM MO TeledoHa MOTPeOUTENUTEe TMOTydaBaT
HeoOXxonumara MH(OpMalus, CBbp3aHa C IOJaBaHETO Ha JOKYMEHTH MM ChC CPOKOBETE 3a
U3MIBJIHEHUE Ha aJMUHHCTpaTHUBHATa yCiyra, YIOBJIETBOPEHH ca OT OOCIYy)XKBaHETO U YCTHO

6nar0)1ap$1T 3a rMoMouITa 1 OT3MBYHUBOCTTA HA CIIYKUTCIIUTC.
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1.3.3.AHa/IN3 HA CUTHAJIU, NPEVI0KEHH s, KAJIOM U MOXBAJIH

IIpe3 2022 r. ca momy4yeHU cefeM OJIaroJapCTBEHHM MHCMa OT TpaKIaHH, MOTPEOUTENN Ha
enepruitnn u BuK ycinyru, kouto 61aromapst 3a 0ka3zaHO ChACHCTBHE MPH PeIllaBaHe HA KOHKPETHU
npo0JieMH, 3a MPEANPUETH MEPKH BBHB BPB3Ka C Kalda Ha TpakJaHU, 3a Obp3ara W aJcKBaTHA
peakuus Ha ciaykutenu or KEBP. Hact ot nucmara ca myOnukyBaHu Ha cTpaHuiiata Ha Komucusira.

Curnanu, TmpeAsioKeHUsT U HKandu, 3acsAraimy aJMUHUCTPATUBHOTO  OOCIyXKBaHe,

opraHu3alusaTa u HauMHa Ha paboTta Ha ciayxurenute B [JAO, He ca mocThIBaIM.

1.3.4. Anaau3 Ha MeIMHHH NYOJHKAUMH 4Ype3 NpPOBekJIaHe HA MOHHTOPHHI Ha

HyﬁJII/IKaIII/lI/I B ME¢IHNHUTE

MenuiiHute myOIMKaIMU MOXE /1a ca BaKEH U3TOYHUK Ha WH(GOpMAIUs 32 aIMUHUCTPALIUATA
3a HarjacuTe W YyJOBJIETBOPEHOCTTA OT aJMUHHUCTPATUBHOTO obOciyxBaHe. [Ipu m3nonsBaHeTo Ha
TO3M METOJ 3a LEIUTE HAa W3MEPBAHETO Ha YJOBIETBOPEHOCTTA HA MOTPEOMTENUTE ClIeABA J1a Ce
CcbOOpa3u, ye UMa rojasiMo pa3HOOOpa3ue OT MEJINH, BKIOYUTEIHO COLIMATTHUTE Mpexu. Menuitnure
myOIMKAIMU KaTo U3TOYHHK 3a 00paTHa Bpbh3Ka MOXKE Jla C€ U3I0JI3BAT KaTo Ce pearupa BeJHara Ha
KOHKpPETHH MyOJUKalluK, CBBbP3aHU C aJIMUHUCTPATUBHOTO OOCHTYXXBaHE, U 3aIbJKUTEIHO Ce

npeanpueMar AecTBys 3a MoA00psiBaHE Ha KaueCTBOTO Ha aIMUHUCTPATUBHOTO OOCITYKBaHeE.

B Kommucusra ce H3BbpHIBA CKCAHCBCH MCIHMCH MOHHUTOPHHI HA PA3/IMUHU CICKTPOHHU U
ne4yaTHu MCEIUU. HpI/I HU3BLPIIBAHUA MPETIIC] HEC Ca YCTAHOBCHU ny6n1/n<au1/m u Marcpualu,

OTHACSIIM Ce JI0 aIMUHUCTpaTUBHOTO oOcimyxBaHe B KEBP mpe3 2022 r.
1.3.5. KyTun 3a MHeHHSI H CUTHAJIU, IOCTaBeHU BbB (poaiieTo Ha crpana Ha KEBP

BbB doaiiero Ha crpagata Ha KomucusTa, HEIOCPEACTBEHO /10 BXOJa OT JisiBaTa CTpaHa ca
IOCTaBeHW MeTanHu KyTuH. Kytuure ca 0003Haue€HU ChC CIEIHUTE HaImUcH - ,IIpeninoxenus u
CUTHAJIN® ¥ ,,AHKeTa yJJOBJIETBOPEHOCT Ha norpedutenute*. [lorpedutenure Ha aAIMUHUCTPATUBHU
YCIIyru mMorat Ja ru nmoJjizBaTt 1 aa rmoJgaBat MHCHUA, IIPEATIOKCHUA, CUTHAIN WA MOIMMBJIHCHN aHKCTH

3a 06paTHa BpPb3Ka, 0e3 Ja OCBIICCTBABAT KOHTAKT C OXpaHaTa Ha CrpajaTra.
HepI/IOI[I/I'-IHO KYTHUTE C€ OTBAPAT 3a IPOBCPKA JAJIN Ca MOCTHIINIIN MHCHUA U CUTHAJINU.

IIpe3 2022 r. HAMA MOCTBHIUIN MHEHUS U CUTHAJIN.
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2. YnpasJ/ieHHe HA YJA0BJIETBOPEHOCTTA HA MOTPeOUTEINTE

AJMHUHUCTpaTUBHHUTE yCiayrd, npeaoctassiau ot KEBP, ca nacouenn kbpM OH3HEca, KaTo 1O
CBOSITa CBHILHOCT IIPEICTABIABAT JIMLEH3UOHHY, Pa3pELIUTENIHN U ChIIaCyBaTeIHU pexxuMu. Kakro e
nocoueHo mo-rope, mnpe3 2022 r. B KEBP ca moctenuiam aBe aHKETH OT TOTPEOUTENM HaA
aIMUHUCTPATUBHU yclyrH, npeaoctaBsHu oT KEBP.

W3BbH IIOCOYEHUTE AHKETU Ca IOCTBIWIM IO €JIEKTPOHEH IIbT TAKUBA, IOIBJIHEHU OT
notpeduTeny Ha enepruitnu u/wnu BuK ycimyru 3a 6utoBu Hy)1u. OTroBOpUTe B TSAX MMOKA3BaT, ue
noTpeduTenuTe Ha eHepruitiu u/unu BuK ycimyru 3a OutoBu HY»Kau pasriexaar neiinoctd Ha KEBP,
KOWTO HSAMAT XapaKTepa Ha aAMUHUCTPATUBHHU YCIIYTH, KATO TAaKUBA.

Ha ocnoBanue wi.21 ot Hapen6ara 3a aqmunuctpatuBHo obcinyxsane B KEBP e mpuera Xapra
Ha kiaueHTa. [Ipe3 2022 r. Xaprata Ha KJIMEHTa € aKTyaJl3UpaHa IPU CIa3BaHE HA HACOKUTE OT
PwvkoBOACTBOTO 32 pazpaboTBaHe Ha XapTa Ha KJIIMEHTA U € MyONrMKyBaHa Ha cTpanuiara Ha KEBP B
UHTEpHET B pyOpuKara ,,AIMUHUCTPATUBHO OOCIy>KBaHE', KAKTO U MOCTaBeHa Ha BUJIHO MSCTO B
crpanara Ha Komucusra.

[Tpe3 2022 r. TpuMa ciykutenu ot LleHTbpa 3a aAMUHUCTpaTUBHO 00CiyxBaHe Ha KoMucusita
3a €HepruilHO U BOJIHO peryjupaHe MpeMuHaxa o0ydeHue Ha Tema ,,PadoTa ¢ xopa ¢ yBpexaaHus

KbM I/IHCTI/ITYTB. 110 HY6J'II/I‘IHa AJIMUHUCTPAlMA.
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