O6bwuHa 3aBer

[IPOTPAMA
3A PASBUTHE HA KAYECTBOTO
HA COLIMATHATA YCIIYTA "ACUCTEHTCKA IIOAKPEIIA"

(IIpuema c Pewenue Ne 388 no IIpomoxon Ne 38 /15.06.2023 2.
na Obwunckus cveem 2p. 3asem)

Hacrosimara Ilporpama 3a pasBuTHe Ha KadecTBOTO Ha COIMAIHATA yCIyra
,,/ACHCTEHTCKa MOJKpemna“ € W3roTBeHa B m3mbiIHeHWe Ha wi. 112, am. 1 or 3akoHa 3a
COIIMAITHUTE YCIYTH.

Crobpa3eHa e ¢ pa3nopenOuTe, Kacaelly IsJIOCTHATA OPTaHM3alMs Ha COIMAIHATA
yCIIyTa ¥ ¢ OCBHIIECTBABAHETO HA KOHTPOJ U MOHUTOPHUHT IO MPEJICTaBSIHETO U, PEIBUICHH
B 3aKoHa 3a COIMAIHWUTE YCIAYyrd W TMpaBWIHHMKA 3a HEroBOTO mpuiaraHe, Hapemba 3a
KaueCTBOTO Ha COIMAIHUTE YCIYTH, 3aKOHA 3a XOopara ¢ YBPSKIaHUS W MpaBUIHUKA 32
HEroBOTO Mpuiarane, Hapenda 3a riaHupaHeTo Ha COIMAIIHUTE YCIyrd, ETHueH Koaekc Ha
CIIY’)KUTEJINTE, OCBIIECTBSBAIM JECHHOCTU MO MPEAOCTaBsSIHE HA COIMalHU yciayrd, Hapemba
3a CTaHJApTUTE 3a 3alUlallaHe Ha TPyAa Ha CIY)KUTEIUTE, OCHUISCTBSIBAIIM JACHHOCTH IO
MPEeIOCTaBsSIHE HA COIHMAIHU YCIYyTHd, KOUTO ce (UHAHCHpAT OT ABPKAaBHHUS OIODKET U
Mertoauka 3a mpeJocTaBsiHe Ha ycayrara B oouHoctTa “CouunaneH acucTeHT .

|.ChHOCT, neJieBH TpPylnH NOTpPe0UTe/M, Mpoueaypa 3a HACOYBaHe W IOJ3BaHe Ha
COLMAJIHATA YCJIyra.

1. ChbIHOCT HA COLMATHATA YCJIYra ,,ACHCTEeHTCKA MOAKpena‘“ 1 1ejaeBU IPYIH.

Coraacuo ui. 15, 1. 10 or 3akoHa 3a COLMATHUTE YCIAYI'M COILMAJHATA YyCIyra
,»ACUCTEHTCKa MOJKpena” e cnenuain3upana, moyacoBa ColMajHa yciiyra B JOMAIlIHa cpenia
3a Jieta ¥ IBJIHOJICTHH JIMLA C YBPEXXIaHE U BB3PACTHH XOpa B HAATPYIOCIOCOOHA Bb3pacT.
AcHCTEHTCKa MOJIKpena ce MPeJoCTaBsi B 3aBUCUMOCT OT JIMUHUTE HY)XKJIHU Ha JIMIaTa KaTo He
ce OrpaHMyaBa camo JO0 TAXHAaTa JoMalllHa cpefa.

[TorpeOuTenure Ha colMaaHaTa yciayra ,,ACUCTEHTCKa MmoJjkpena®, cbriacHo wi. 93,
aJl. 2 0T 3aKOHa 3a COLMATHUTE YCIYTH MOrat Aa ObJaT CIeHUTE TPYIH:
l.mna B HaATpydOCNOCOOHAa BB3pacT B HEBB3MOKHOCT 3a CaMOOOCTY)KBaHE W HAMAT
oTpeJiesieHa 10 ChOTBETHUS peJl CTENeH Ha HamalieHa paboTOCIIOCOOHOCT;
2.7e1a C TpailHO yBpEXKAaHU C OIpeaesieHa 4y»kJa MOMOII U IIbJIHOJETHO JIMIE C TPaiHO
YBpEXJIaHE C OTpe/IeeHa UyXKaa OMOII

Coraacno wi.93,a1.1 AcucTeHTCKa MOJKpena € CHelualu3upaHa COLUallHa yCIyTa,
KOSITO BKJIFOYBA MOJIKPETa OT aCUCTEHT 3a:

. CaMOOOCITy’KBaHE;
. IBIDKEHUE U TIPUIBIKBAHE;
. IPOMSIHA U TOIbpKaHEe Ha MO3UIMATA HA TSIOTO;
. U3IIBJIHEHHE Ha €XKETHEBHU U JOMaKUHCKH JEHHOCTH;
. KOMYHHKAIIHS.
3a mpeocraBsiHe Ha COIMAliHATa yciyra ,,ACHCTEHTCKa mojkpena’“ B oOmuHa 3aBeT
ca Ha3HAY€HU JIMLA Ha JUTbKHOCT ,,COLlMaeH aCUCTEHT .

B m3nbianenne Ha un.93 or 3akoHa 3a coumanHute yciayru B OOmmHa 3aBet
colManHarta yciyra , ACHCTEHTCKa NOJKpena“ € opraHu3upaHa II0 HauuWH, KOWTO Ja
MO3BOJISIBA KOMIUIEKCHO MPEIOCTaBsSHE HAa PA3IUYHU BUIOBE YCIYTH B JOMAIIIHA CPEa.

gk~ ownN -
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KonTtponbT Ha AeHOCTTA HA ACUCTEHTUTE U HAa OTYUTAHETO HA MPEAOCTaBsSHATA ACUCTEHTCKA
MOJIKpeTia Ce OCBIIECTBSIBA OT OOIIMHA 3aBeT.

Acucmenmckama nookpena He ce npedoOCmass HA JUYA, NOJ36AU4U PE3UOCHMHA Zpuiicd,
KaKmo u 3a eépememo, npe3 KOemo ce noi3ea 3amecmeauia u Ueio0HeeHd Zpuica, U 3a
epememo Ha npecmoil 8 1e4edHo 3a6edeHue.

B paMkure Ha yTBBpAEHHTE (PUHAHCOBU CpEICTBA B Ibp)KaBHUSA OMOJKET, 3a
o0e3rneyaBaHe MPEIOCTABSIHETO HA COLMAIHATA yciyra ,,ACHCTeHTCKa MoJKpena”“ B 0OLIMHA
3aBeT UMa IEPCOHA:

14 6p. CounanHu aCUCTEHTH
16p. CuyxuTen OTTOBOpPEH 3a MPEeIOCTaBSIHETO Ha COLMalHaTa yciyra ,,ACHCTEHTKa
nojakperna‘

YnpaBrieHueTo Ha coluaigHara yciayra ce ochiiectBsaBa oT Jupekmus ,,OCOITMX T,
MOMEIIABAIl0 C€ B Crpajara Ha OOIIMHCKA aJMUHHUCTpalus, C ajapec: rp.3aBer,
yi.“JIynoropue Nel9.

KeM HacTosimuss mMoment OOmmHa 3aBeT monmydaBa (DUHAHCOBU CpelCTBa 3a
IpeJ0CTaBsiHE Ha COIMAlIHATA YCIIyra Ha 26 moTpeOuTemnu.

Coraaco wi.69 ot [IpaBunHuka 3a mpuiaraHe Ha 3aKOHA 3a COLMAIHUTE YCIYTH
CJIEMEHTUTE Ha pPa3Xxoju, KOUTO (opMHUpaT pa3Mepa Ha CTaHAapTa 3a JelerupaHara oOT
J'bprKaBaTa JISHHOCT colfaiiHa yciyra ,,ACUCTeHTCKa IMoJKpemna‘ ca:
1.pa3xoau 3a BB3HArpaXJCHUS HA ACHUCTEHTHTE M JIBIDKUMHUTE OCUTYPUTEITHH BHOCKH 32
CMEeTKa Ha paboTojarens;
2.pa3xoJM 3a HAacOYBaHE OT OOIIMHATAa 3a MOJ3BaHE HA yciayrara M 3a M3TOTBSHE Ha
WH/IMBH]TyaJIHa OLIEHKA Ha MOTPEOHOCTUTE U MHIMBH IyaJIeH TUIaH 3a MOJKpeIa,
3.peKuitHM pa3Xxo/u 3a OpraHU3MpaHe Ha MPEeI0CTaBIHETO Ha ycayrara oT oOIIMHaTa,
4.pa3xoau 3a 0Oy4eHUs U CYNEepBU3Us HA ACUCTEHTUTE;

5. pa3xo.i 3a TPAHCIOPT HA ACUCTEHTHUTE, MIPSIKO CBBP3aHU C MPEJOCTAaBAHETO HA yCIyrara.
3a 2021r. ¢puHaHCOBUS cTaHAAPT 32 U3ApHKKa € 39851B.,a 3a 2022r. e B pa3mep Ha 50411s.
BbB BpB3Ka ¢ 8 8 or 3akoHa 3a mpuiiarane Ha pasnopeadH Ha 3aKOHa Ha b KaBHHS OOJKET
Ha PenyOnuka bbarapus 3a 2021r.3akona 3a Orojpkera Ha JBPKABHOTO OOILIECTBEHO
ocurypsiBane 3a 2021r. u 3akoHa 3a Or0/pKeTa Ha HallMOHAJIHATA 3/paBHOOCUTYPUTENTHA Kaca
3a 2021r., o6n. /IB 6p.8 ot 28.01.2022r.8 cuna ot 01.01.2022r. u BBB Bpb3Ka ¢ § 6 oT 3akoHa
3a abpkaBHUS OromkeT Ha PemybOnuka bearapus 3a 2022r.,06H./IB 6p.18 ot 04.03.2022r.
Biau3a B cuia 01.04.2022r.10 kpas Ha 2022r. Takca 3a MOJI3BAHETO HAa COLIMAIHATA YCIIyra He
ce IBJKH OT MOTPEOUTEIIUTE.

2.Ilpouenypa 3a HacouBaHe U NMOJI3BaHE HA CONHATHATA yCJIyra

B w3nennenne Ha § 3 an.l or IlpenxomHute O 3aKIIOYUTENHU pasnopendr Ha
ITpaBuiHMKa 3a npuiaraHe Ha 3aKOHa 3a COLMAJHUTE YCIYT'M, HACOYBAHETO 3a IOJI3BaHE Ha
coluanHarta yciayra ,,ACHUCTEHTCKa MOJKpena“ ce HM3BbpIIBA OT OOLIMHATa Cje] 3asBEHO
JKEJIAHNE Ha JINLETO.

IIpouenypara 1no HacouBaHE€ M MOJ3BaHE Ha COLMAJHATA YCIyra, CbIJAaCHO
pasnopenduTe Ha 3aKoHa 3a couuagHuTe yciayru u [IpaBuiHHMKa 3a HEroBOTO IMpHJIAraHe,
BKJIIOYBA:

|-Bu eTam:
WNudopmupane u KOHCYATUPaHEe, U3TOTBSIHE HA TpeBapUTEIHA OlEHKA HA MOTPEOHOCTUTE
(OmpenesieHu che 3an0BE]] Ha KMETa CITY)KUTEIIM Ha 00LIMHA 3aBET)

I1-pu eTan:

W3roTBsiHe Ha MHIUBUyallHA OIICHKA Ha MOTPEOHOCTUTE
(OmpenesieHu che 3an0BE] Ha KMETa CITY)KUTEIIM Ha 00IMHA 3aBET)
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I11-Th eTam:

W3roTBsHe Ha WHAMBUIYAJIECH IUIaH 3a MOJKPEeIa, JOTOBOP 3a MOJI3BaHE HA ycayrara, rpaduk
3a paboTa Ha TUYHUS ACCTCHT

(Ompenenenu che 3amoBe]] Ha KMETa CIY)KUTENIM Ha OONMHA 3aBeT)

Il. SWOT - ananu3. lIlpuanunu, 3aga4yu u Mmepku Ha IIporpamara 3a kauecTBo.

1.SWOT- anaaus

CuiiHu cTpaHu Cnabu crpann

OOmmHa 3aBeT pasmonara ¢ JoctaThbueH onuT B | JlumcBat yrBepacHN YKa3aHus u MeToauku 3a
MPENOCTaBSIHETO HA COLIMATHU yCIYTH B JOMAIIHA | MIPEIOCTaBsIHEe HA COLUaliHAaTa yciyra, KaTo
cpella Mo MPOEKTH IO OMEpaTUBHU MporpamMu OT | Abp:KaBHA JeJierupaHa JeiHHOCT

EBponelickus ¢b103 ¥ HALIMOHATIHU MPOTrpaMu
OcurypeHo guHaHCHpaHe Ha coluanHara yciyra | Jlumceat yrBepacHu Y ka3aHus u MeToauku 3a
OT AbpKaBHHSI OIOKET epeKkTUBHO W e(UKACHO pa3Xxo/JBaHE Ha
(hMHAHCOBHUTE CPENICTBA

Bucox wuHTepec ot Hacenenmero 3a OOmmMHA | 3HAUMTENEH MPOLEHT OT TMOTPEOMTENUTE Ha
3aBeT 3a MOJI3BAHE Ha COLMAiHATA yCIyra coLlMaliHATa YyCIyra, KOUTO C€ HYXIasiT
COIMATTHM W 3JpaBHU YCIYyrd WIW oOT 24-
YaCOBH T'PIKU

lomsima dact ot morpeOuTenuTe UMaT ONMu3kH, | TpyaHO pazOupasne oT CTpaHa Ha
POIHUHHM, JKUBYIIA HAa TEPUTOPUATA Ha OOIIMHA | MOTPEOUTEIHUTE KOU Ca PA3IMKUTE B YCIOBUATA
3aBer 3a KaHAMJATCTBAHETO WM 33 PA3TUYHUTE
BUJIOBE COLIMAJIHM YCIYTH B JIOMAIIIHA cpenia
Hanmmume w©a kBamuduuupan mepcoHan 3a | 3aHMKEHM  W3UCKBaHMS OT CTpaHa Ha
OpraHM3anuss W KOOpPAWHAIMS Ha COIHATHATA | TOTPEOUTEIUTE KBM H3NBIHEHNE Ha
ycayra TPYJIOBUTE 3aIbJDKCHUS Ha ACUCTEHTUTE
Hanvuue Ha mHpOpMANKs ¥ KOHTAKTH C JIMYHUTE
JIEKapH Ha TIOTPEOUTEIINTE

JIunca Ha Takcu 3a TON3BaHE Ha coIMajHaTa

ycayra

Bb3MOXHOCTHU 3AIIVIAXH

[lopumasane Ha ,uMumka“ Ha UrexHOCTTA | [IpoMeHM B HOpMaTHBHATA ypeada
,,COIlMaJIeH aCUCTEHT"
IToBuiaBane Ha WH(GOPMUPAHOCTTA Ha | JInmca Ha KaHOMOATH 3a COLIMAIHHA aCHCTEHTH
MOTPEOUTENUTE 32 3aIbJIKCHUATA HAa COIMAITHUTE | MOpaIH HeageKBaTHO 3aILIallaHe Ha
ACHCTEHTH TTOJIOKEHUS TPYJT

2. llpuHUOMIH

[Tpu pa3paboTBaHeTO M aKTyalu3HpaHeTo Ha Hacrosmara [Iporpama 3a kauecTBo, ce
PBKOBOJM OT CIEAHUTE NPUHIIUIIH:
=1I3noi3BaHe Ha pECypcHTe IO HAYMH, BOJENl 0 MOBHIIaBaHE Ha €(EKTUBHOCTTA H
e(pHUKaCHOCTTa Ha COIMAJHATA YCIyra 3a MOTPEeOUTEINNTE,;
= AKTMBHO y4acTH€ Ha JMIATa NOJ3BAIlM COIMAJHATa yCIyra B pa3pabOTBAHETO U
aKTyaJIM3MpaHeTO Ha IMporpaMaTa 3a KauyecTBO, KAKTO U MPU OCHILIECTBIBAHETO HAa KOHTPOI U
MOHUTOPUHT;
= BceoOXBaTHOCT, MHTETPUPAHOCT U HETIPEKbCHATOCT HA COLMAIIHATA YCIIYTa;
=3aynTaHe MpaBara Ha MOTPeOUTETUTE Ha COIMAIHATA YCIIyTa |
=YVYyacTue Ha BCHUKH 3aMHTEPECOBAHU CTPAHU U M3MOJI3BaHE HA BCUYKU HAJIMUHU PECYpPCH;
=[Ipunarane Ha MHAMBUIYAJIEH TOIXO0/1 B TPIKATa U MOJKperaTa 3a noTpedureny,
=]IpoBexxaaHe Ha KOHTPOJ M MOHUTOPHUHT Ha COLMAIHATA YCIyra;
=[apaHTHpaHe HA IOBEPUTEIHOCT Ha JUYHUTE JaHHU U UH(OpMAaIHs.

3. Hesu 1 MepKH Ha yCJayrara 3a NOBHIIIABaHE HA KAa4YeCTBOTO HA COIMATHATA YCJIyra

C ornen dopmynupane Ha Hactosmata I[Iporpama 3a KadecTBOTO € B3€T IO
BHMMaHue, Kkakto wu3rotBeHuss SWOT- ananus, Taka W OCHOBHUTE YYACTHUIIUTE B
MPEeIOCTaBSIHETO Ha ColManHaTta yciuyra ,ACHCTEHTCKa MOJKpena“ KaTo B IEHThpa Ha
IIpoleca 0 HaCOYBAHE U IPENOCTaBsiHE Ha couuanHara ycayra e nocraseH [IOTPEBUTEJA
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Y HETrOBHUTE MOTPEOHOCTH. YYACTHUIIUTE Ca U OCHOBHHUTE (DaKTOPH, KOUTO OKa3BaT BIUSHUE
3a MOBUINABAHE HAa KAa4eCTBOTO Ha COLMAIHATA yclyra M IMOBHIIABAHE HAa KAaueCTBOTO Ha
KMBOT HAa OTPEOUTETHUTE.

IIpouechT U yUaCTHULIMTE B NIPEAOCTABSHETO HA COLIMAIHATA yCIyra ca:

=(O0muHa 3aBeT, eKUIl Ha COIMajHaTa yCIyra, ChI'bTCTBALIN YCIYTH, OJM3KH U POJHHHHU,
aupekuus ,,CouuanHo noAromMarase”, JM4eH JeKap.

Hesaure Ha IIporpama 3a Ka4eCcTBOTO €A CIACAHUTE!

'>Hp€,Z[OCTaBSIHe Ha BB3MOXHOCTHU 3a IIOBHUIIIABAHC HA MOTHUBALUATA, HpO(bGCHOHaHHHTe
YMEHHsI M KadecTBa W TNPO(EeCHOHATHO pa3BUTHE HA TepcoHala 3a OpraHU3UpaHe u
KOOPJAMHHMPAHE HA COLMAJIHATA YCIIYra;

=>[IpenocraBsiHe Ha MHAMBUIyaJlHAa U I'PYNOBA CYNEPBHU3UsA HA IIEPCOHAJA HA COLIMAJIHATA
yciyra,

= BKkIII0YBaHE HA MOTPEOUTENNTE U TIEPCOHAIIA TIPH U3TOTBSHE U aKTyaJM3UpaHe Ha Mporpama
3a Ka4€CTBO U HpI/I OCBIICCTBSBAHC HA KOHTpOJI n MOHI/ITOpI/IHF.

MepkuTe 3a OCBUICCTBSIBAHE HA LIEIUTE Ca PAa3JeIEHd OCHOBHO B JBE T'PYNH, ChOOpa3HO
HACOYEHOCTTA UM

MepkH 10 OTHOLIEHHE HA NMEPCOHAJA HA COLUAIHATA yCJIyra:

[TpoBexx1aHe Ha BBBEXAAIIO0 00yueHHE HAa BCHYKH HOBOHA3HAYECHU CIY)KUTEIH OT MHHUMYM
36 akajgeMU4HH Yaca;

=]IpoBexnane Ha 00y4YeHue;

=]IpoBexxaaHe Ha HAATPaX A oO0ydeHus;

=]IpoBexaaHe Ha IPyNoBa CylepBHU3Us - 1Ba 'bTH I'OJUIIHO;

=l3pppuIBaHE HAa TOJMIIHO aTeCTUpaHe Ha TMepcoHana /[BCUYKM aAHTOKUPAHH B
crierain3upaHara colHaiHa yciuyra/ ¢ y49acTHeTO Ha MOTPEOUTENUTe WU TEXHU OJM3KH U
POIHUHY,;

=]IpoBexxaane Ha 0OMsiHa Ha onuT, CoumanHa yciyra “AcHUCTeHTCKa oIKkpena”

Mepku 1o OTHOIIEHUE HA MOTPe0UTeIMTe HA CONMAIHATA yCJIyra

= CTUMyIUpaHe aKTUBHOTO y4acTUe Ha OJM3KH, POJHUHHU MPH MPEAOCTaBsIHE HA COLIMAIHATA
yciyra;

=(QChILECTBABAHE HAa CUCTEMEH KOHTPOJ M MOHHUTOPUHI Ype3 METOJIU I03BOJISBALIH
OTYHMTAaHE MMOBUILIABAHE KAYECTBOTO HA KUBOT HA MOTPEOUTETUTE;

=[lonoOpsiBaHe Ha OpraHu3alUsATa Ha Ipolieca IO YIpaBJICHHWE HA ClIydas Ha BCEKH
noTpeOuTeNl ¢ OrjieA 3aJ0BOJIIBAHE B MaKCHMajHa CTENEH Ha HErOBHTE MOTPEOHOCTH U
MOCTUTaHE Ha e()EeKTUBHO COLMAIHO BKIIIOUYBAHE;

=[logoOpsiBaHEe HAa KOOpAMHALMATA MEXKIY €KUIla Ha COLMaIHaTa yciayra U JIpyrd COLUaIHU
YCIIYTH, JTUYHU JIeKapy, OJU3KH U POAHUHU Ha HOTPEOUTETHTE.

=]lonbnBane Ha KapTtu 3a camoolieHKa OT NOTpPEOMTENUTE Ha COIMalHATa YCIyra,
BKJIIOYBAIM MHPOpPMaLUs 3a NpOMsHA BBB (DU3NYECKOTO, NMCHUXHMUYECKOTO MM CBHCTOSHHUE,
CTEIeH Ha COILMAJIHO BKJIFOYBAHE M CTENEH HAa CAMOCTOSITETHOCT/aKTUBHOCT, NMPHI00MBaHe HA
NPAaKTUYECKU YMEHUS/X00UTa, MOCTUTHATH B PE3yTAT OT MOJI3BaHE HA COLMANIHATA YCIIYTa;
Mepk# 32 ocblIeCTBAIBAHE HA KOHTPOJI M MOHUTOPHHT HA COLMAJTHATA yCJIyra:
=(QcChILEeCTBABAHE HA KOHTPOJ TPU TMOCTBIOWJI CHUTHAJ, IPOBEPKM HA MACTOTO Ha
NpeJoCTaBsHE Ha COLMANHATa yCJIyra U B JOMOBETE Ha MOTPEOUTEIUTE OT CIYKUTEIH Ha
JIOCTaBYMKa, olpesiesieH cbe 3anoBe Ha KmeTa Ha oOmuHa 3aBer;

=(ChIIECTBABAHE HA KOHTPOJI M1 MOHUTOPUHT TPH W3BBHPEAHU/ MPU MOCTHIHMI CUTHAI MU
*anba/,MpoBEpKH B JJIOMOBETE MOTPEOUTEIUTE OT CIY)KUTEIH Ha JOCTABYMKA, ONPEICIICHN
c¢be 3amoBen Ha Kmera Ha o0muHa 3aBer;

= (OcChIIECTBABAHE HA BHTPELIEH KOHTPOJ M MOHUTOPHHI 4Ype3 NEPUOJUYHU U U3BBHPEIHU
/Tipy TOCTBITMII CUTHAJT WK kaji0a/, IpOBEPKH B JIOMOBETE Ha MOTPEOUTEIHUTE OT CITY)KUTEIN
Ha JIOCTaBYMKa, onpeienieHu cbe 3anose Ha KmeTa Ha oOmuHa 3aBer;

= ExemeceuHo 0000I1aBaHe Ha IMPOBEACHUTE NPOBEPKM M HH(OpMAIMs 3a MpeIrnpueTd
JIeMCTBUSA 3a OTCTpaHsABaHE HAa KOHCTaTUPaHU IpooieMu;
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=[onumHo o00o0OIIaBaHe Ha MPOBEICHHUTE IPOBEPKM W HUHPOpPMALMS 3a TNPEANPHETH
JEWCTBHS 32 OTCTPaHsSBaHE Ha KOHCTaTUPAaHH NMPOoOJIeMH/aKko UMa TakuBa/;

=]IpoBekgaHe Ha AaHKETHO IMpOy4YBaHe, 4Ype3 aHKeTH 3a oOpaTHa Bpb3Ka, 3a
YIIOBJIETBOPEHOCTTA HA MOTPEOUTENIUTE OT COLIMATIHATA YCIIyra- BeIHBK T'OHIIHO.

I11. OuakBanu pesyaratu. Pex 3a akryanusupane Ha IIporpama 3a ka4ecTBOTO.
1.0uakBanu pe3yjaratu

OuakBaHu pe3yJITATH 110 OTHOLIIEHHE HA NEPCOHAJIA

=]IpenoctaBsHe Ha BB3MOXXHOCTH 3a IOBMIIABAHE HAa MOTHUBAIMATA, NPO(ecHOHATHUTE
YMEHHUS M KauecTBa W NPOQPECHOHATHOTO pPAa3BUTHE Ha IEpPCOHaja 3a OpraHU3UpaHe M
KOOpJAMHHUPAHE Ha COLMAJIHATA YCIIYTra,

=]IpenocraBsHe Ha BB3MOXXHOCTH 3a IOBMIIABAHE HAa MOTHUBAIMATA, NPO(ECHOHATHUTE
YMEHMsI M KaueCcTBa Ha MEpcOHalIa 3a IIPEJOCTAaBsIHE HA COLlMaIHaTa yciyra,

=]IpenocraBsiHe Ha Bb3MOXHOCTHU 3a [IPOBEXJAAHE HA UHAMBUAYAJIHA U TPYNOBA CYIEPBU3US
Ha IIepcoHalla Ha COLMaJIHATa yCciyra.

OuyakBaHu pe3yJITATH 110 OTHOLLICHHE HA NIOTPeOUTEINTE

=]logoOpeHa opraHu3alys Ha Mpoleca Mo yIpaBJIeHUEe Ha clydas Ha BCEKH MOTPEOUTEN C
oriej; 3aJ0BOJIIBAHE HAa MaKCMMaJIHA CTEMEH Ha HErOBUTE MOTPEOHOCTH Ha €(EeKTUBHO
COLIMAIIHO BKJIIOUBAHE;

=]logo0peHa KOOpAMHALMS MKy €KUIla Ha COIMAIHATa YCIyra U JPYrd COLMAIHU YCIYTH,
JIMYHY JIEKapy U OJIM3KU U POJHUHU HA MOTPEOUTEHTE;

=VYyacTue Ha NOTpeOUTENUTE U IEPCOHANa IIPHU U3TOTBSIHE U akTyanu3upane Ha [Iporpama 3a
Ka4yeCTBOTO,

=IlogoOpeHo B3auMoIeHiCTBIE MKy EKUIIa Ha COIMaHATa yCIIyra U OJIM3KH U POJHUHU Ha
OTpEOUTENNTE;

=JloBuIlIaBaHe Ha KAYECTBOTO HA )KMBOT HAa OTPEOUTEIUTE.

2.Pen 3a aktyaqusupane Ha [Iporpamara 3a kauecTBO

1.M3BbpIIBaHe HAa aHAJIU3 HA NMOCTHUTHATUTE LeJIM, 3324 U OYAKBAHM Pe3yJITaTH
BeIHb3K F'OAMIIHO Ype3:

=(0paboTBaHe Ha aHKETHU KapTHu 3a 00OpaTHA Bpb3Ka OT MOTPEOUTENH;

=]Ipernen Ha mnpeanucaHus, NPENOPBKH, HACOKH, IPENOCTABEHU OT ATE€HILIUA 3a Ka4eCTBOTO
Ha COLUAIHUTE YCIYTH,;

=]Ipernen Ha pe3yaTaTUTe OT NPOBEACHUS KOHTPOJI U MOHUTOPHHT;

=(0paboTBane Ha KapTu 3a caMooI1ieHKa Ha IOTPEOUTENNTE;

=[Ipersen Ha MPOBEACHUTE OOyUEHHS U CyNIepBU3UH Ha IIEpCOHAIA,;

=]Iperjen Ha JOKYMEHTAIUsATa- BOJEHE M ChXpaHsABAaHE Ha JOCHMETAa Ha MOTPEOUTENUTE U
TPYAOBUTE 1OCUETA Ha Ha3HAUEHUS NIEPCOHAJI, BOJCHE U ChXpPaHSABAaHE HA MECEYHM OTYETH 3a
U3BBPIIECHATA JEHHOCT HA COLIMATHUTE ACUCTEHTH.

2.IlpoMsiHa WM AoNbJBaHe Ha HaleJsi3aHUTE LeJM W 3aJ4a4M- NPUH KOHCTATHPaHa
HE00X0IUMOCT.

3.Ilpuemane Ha akrtyanusupanata IIporpama 3a KkayecTBO OT TMepcoHaja Ha
COLIMATHATA yCJIyra.

HacTrosimmAT JOKYMEHT € OTBOPEH NOKYMEHT, KOMTO MOXe Aa ObJe aKTyaJu3HpaH u
JAONBJIBAH.

B cay4aii, 4ye ce KOHCTATHPAT HECHOTBETCTBHA CJIEABA 1A ce NMpeanpueMaT KOPUTrHpalm
AEeHCTBHA.

Epcun Ucmam...............
Ilpeoceoamen na Obwunckusa cveem na ep. 3aeem

[Tporpamara e myOnuKyBaHa Ha UHTEpHET cTpaHunaTa Ha OduirHa 3aBet Ha 16.06.2023 .

Couuanna yciayza “Acucmenmcka nookpena’



