HAPEJIBA 3a KQa4eCTBOTO Ha COLUMaJIHUTE yCnyrum

[Mpuera ¢ IIMC Ne 135 ot 22.06.2022 1., 06H., [IB, 6p. 48 ot 28.06.2022 .
I'naBa nbpaOBbIIU PASIIOPEBA

Y. 1. (1) C Tasu napenda ce onpenenaT:

1. CTaHJIapTHUTC 3a KAYCCTBO HAa COOMAIHUTC YCNYTA,
2. KPUTCPHUUTC 3a U3IIBJIHCHUC Ha CTAHAAPTUTC 3a KAYCCTBO HAa COMAITHUTC YCNYTrn,

3. OCHOBHUTE NPUHLMIMU 3a Pa3pabOTBaHE OT JOCTABUMIIUTE HA COLMAIHU YCIYTH Ha MpPOrpamMH 3a pa3BUTHE Ha
Kaq€CTBOTO Ha COoUMaTHUTE YyCNyrn, KOUNTo NpenoCTaBAT,

4, MCTOAUTC 3a M3BBPIIBAHC HAa MOHHTOPDHMHI Ha Ka4CCTBOTO Ha CoOuUMalIHUTE YCNYrm WM pPeAbT 3a

M3BbpPLUBAHE HA KOHTPOJI, MOHUTOPUHI WM OLEHKA Ha KayecTtBOTO M e(deKTMBHOCTTa Ha
coumasiHuTe ycnyru.

(2) C mapen0ara ce onpenenaT KaTo 4acT OT CTaHJaPTUTE 3a Ka4eCTBO HAa COLMAIHUTE YCYTU U

1. MUHUMAJIHUTE W3HUCKBAaHUS 3a 6p0${ u KBaIII/I(bI/IKaHI/IHTa Ha HGO6XO,I[I/IMI/ITC CIIYKUTCEIIN, KOUTO OCBIICCTBABAT
JeiHoCTTa 110 MpeAOCTAaBAHC HA PA3JIMIHUTC BUAOBC COLMUAIIHA YCIIYI'H

2. W3UCKBAaHMATA KbM OCBIIECTBABAHATA OT CIY)KHMTEIUTE ACWHOCT IO IPENOCTAaBSHE HAa Pa3IUYHUTE BHUJOBE
COLIMATHU YCIIYTH;

3. 3aABIDKEHUATA Ha JOCTAaBYMIIUTE HA COI[MAIHU YCIYTU 3a OCUTypsiBaHE Ha MPOQECHOHAIHO U KapHUEpPHO pa3BUTHE
Ha TEXHUTE CITYKUTEIH.

Y. 2. B crangaptute 3a kauecTBO o wi. 1, aim. 1, T. 1 ce BKIIOYBAT M CTaHIApTH 3a KaUeCTBO HAa MHTETPUPAHUTE
MEXIYCEKTOPHH YCIYTH, KOraTo ChbOTBETHATA COLMAJIHA YCIyra MOXKE Ja c€ IMpPEeJOCTaBsl KaTO 4acT OT MHTETpUpaHa
MEXTyCEKTOPHA yCIIyTa.

Ya. 3. B cpoTBETCTBUE CHC CTaHAAPTUTE U KpuTepuute mo wi. 1, an. 1, . 1 u 2 AreHnusAra 3a KauyecTBOTO HQ

coumanHuTe ycnyrm pa3pabotBa MeTOAMYECKM HACOKM 3a TAXHOTO npunaraHe, KOUTO Aa
NnoAKpensaT AOCTaBUYMLUMTE Ha COUMANHU U UHTErpUPAHN  MEXAYCEKTOPHU YCIyru npu
NpeAoCTaBSIHETO Ha YCNyrute M M3Nb/IHEHWMETO Ha MpPOrpaMuMTe UM 3a pas3BUTME HA KauyecTBOTO
Ha ycnyrurte.

I'maa  BTopaCTAHJIAPTH 3A KAYECTBO HA COIUMAJIHUTE WU
UMHTETPUPAHUTE MEBEXAYCEKTOPHU YCIYIM U KPUTEPUUN 3A
TAXHOTO U3NBJIHEHME

Yu. 4. Conmannara ycnyra MHpopMupaHe B KOHCYATHpPaHE CE€ MPEIOCTaBsl ChINIACHO CTaHAAPTUTE 32 KA4eCTBO U
KPUTEPUUTE 3a TAXHOTO U3M'BIHEHHE, OnpeesieHr B puiiokenue Ne 1 u npunosxxkenue No 2.

Y. 5. Conumannara ycinyra 3aCTbIIHUYECTBO M IIOCPEIHUUYECTBO €€ NMPEOCTaBs ChITIACHO CTAHAAPTUTE 3a KA4ECTBO U
KPUTEPUHUTE 3a TAXHOTO U3I'BJIIHEHUE, ONIPENIEICHH B IpriioxkeHue Ne 3.

Y. 6. Comnmanuara yciryra MoOuiIHa mpeBaHTHBHA 00IHOCTHA paboTa (00mHocTHA paboTa) ce MpeIoCTaBs ChINIACHO
CTaHJAPTHUTE 33 KAYECTBO M KPUTCPUUTE 32 TAXHOTO U3IIBIIHEHUE, ONPEICIICHU B TpHIIoskeHue No 4.

Ya. 7. Coumannara yciayra Tepamust M pexaOMIUTAalMs Ce NMPEAOCTaBsl ChIVIACHO CTAHIAPTUTE 3a KAauecTBO MU
KPUTEPUUTE 32 TAXHOTO U3IIBIHEHHE, ONPEIACIICHU B IpHtoxkeHne Ne 5.

Y. 8. Conmannara ycimyra O0ydenne 3a mpujo0MBaHe Ha YMEHUS CE MPEOCTaBs ChITIACHO CTaH/IAPTUTE 3a KAYECTBO



" KPUTCPUUTC 3a TAXHOTO U3SI'BJIIHCHHUEC, OIIPCACIICHU B IMIPUJIOKCHUC Nelwm MMPUIIOKCHUC Ne 6.

Y. 9. Conuannara yciyra [logkpena 3a npugoOuBaHe Ha TPYIOBU YMEHUS C€ MPENOCTaBs ChINIACHO CTaHJAPTHUTE 3a
KaueCTBO M KPUTEPUUTE 32 TSIXHOTO U3MIBIHEHUE, ONPECIIEHN B IpHiioxeHue Ne 7.

Y. 10. (1) Comuannara yciyra JIlHeBHa Tpuka ce PEI0CTaBs ChIIACHO CTAaHJIAPTHUTE 32 KA4eCTBO M KPUTEPUHUTE 3a
TSAXHOTO U3IIBbJIHEHUE, ONPEICTIeHU B mpuiaoxkeHue Ne 8.

(2) Coumannara yciyra [[HeBHa Tpuka, B KOSTO MMa MOTPEOWTENNM C arpeCMBHO W MPOOJIEMHO TOBEICHUE,
BKJIIOYUTENHO Jella C MCUXUAaTpUyHa JMarHo3a B KpW3a, C€ MPEJOCTaBsl U ChIVIACHO AOMBIHUTENHUS CTaHJApT 3a
Ka4eCTBO M KPUTEPUUTE 32 HETOBOTO U3I'BIIHEHUE, ONPEIETICHU B IpuioxeHue Ne 9.

Y. 11. (1) Counannara ycinyra PesuieHTHa rpuska ce MpeiocTaBs ChINIAaCHO CTaHJApTHTE 3a KAUeCTBO M KPUTEPHUTE
3a TAXHOTO U3I'BJIHEHME, onpeneneny B npuinoxenue Ne 10, mpunoxxenue Ne 11, npunoxxenue Ne 12, npunoxenue Ne
13 u npunoxenue Ne 14,

(2) UnTerpupanara 3apaBHO-COI[MATHA YCIyTa 32 pE3UICHTHA TPUKa 3a Jiella C TpalHU YBPEKIAHHS C MOTPEOHOCT OT
MOCTOSAHHU MCIUIIMHCKUA TPHIKHU CC MPEAOCTaBsA CBITIACHO CTAHAAPTUTC 3a KAa4YCCTBO U KPUTCPUUTC 3a TAXHOTO
W3I'BbJIHEHUE, ONIPe/ICTICHH B mpuioxeHue Ne 15.

(3) UnTterpupanata 3apaBHO-COLIMANIHA YCIyra 3a pe3uJIeHTHA TpUKa 3a MBIHOJETHHU JIUIA ¢ TpallHU YBPEXKIAHUS C
MOTPEOHOCT OT TOCTOSHHU MEIMUIIMHCKA TPYOXKM U 332 BB3PACTHU XOpa B HEBB3MOXKHOCT 32 CaMOOOCTY)KBaHE C
MOTPEOHOCT OT MTOCTOSIHHUA METUIIMHCKA TPHIKU C€ MPEIOCTaBs ChIVIACHO CTAHJAPTUTE 32 KA4eCTBO W KPUTEPHUUTE 32
TAXHOTO U3IIBJIHEHUE, ONPEIeTIeHU B mpuiaoxkeHue Ne 16.

(4) Huterpupanara 3ApaBHO-COI[MAIHA YCIIyra 3a pe3WJeHTHA TpHka 3a Jlella C arpecuBHO M MNPOOJIEMHO
(BCOKOPHCKOBO) IIOBE/IEHUE, BKIIOUUTEITHO MIaeKU A0 20-rouIlHa BB3PacT, €€ MPEI0CTaBs ChITIACHO CTaHAAPTUTE
3a Ka4YeCTBO M KPUTEPUUTE 32 TAXHOTO U3I'BIIHEHUE, ONpeesieH! B mpuiiokeHue Ne 17.

(5) Coumnannata ycimyra PesuneHTHa rpuka, B KOSTO MMa MOTPEOMTENM C arpeCUBHO M MPOOJIEMHO IMOBEACHHUE,
BKIIOYUTEIHO J€la C IICUXUAaTpPUYHA JUar€o3a B KpH3a, C€ MPEAOCTaBs U CHIVIACHO JONBIHUTEIHUSA CTaHIAPT 3a
KauecTBO M KPUTEPUUTE 3a HETOBOTO U3II'bIHEHUE, OIIPEESICH! B IpuiiokeHue Ne 9.

Ya. 12. Conumannara yciyra OcurypsiBaHe Ha IOJCIOH €€ IPENOCTaBs CBIVIACHO CTAaHJAPTUTE 3a KauyeCTBO M
KPUTEPUHUTE 3a TSIXHOTO M3N'BIHEHME, onpereneHu B npuioxenue Ne 18, nmpunoxenue Ne 19, npunoxenue Ne 20,
npusioxxerue Ne 21, mpunoxenne Ne 22 u npunioxenue Ne 23.

Y. 13. Coumnannara yciyra ACUCTEHTCKa OJKpena ce MpelIoCTaBs ChbIIIaCHO CTAHIAPTUTE 3a KAYECTBO U KPUTEPHUUTE
3a TAXHOTO U3IIbIHEHHE, ONPECIICHH B puiioxeHue Ne 24,

Y. 14. IIpocnensBaHeTo OT JOCTaBUMLIMTE HA COLMAIHU YCIYIU U OT AreHIMsATa 32 KaYeCTBOTO Ha COLUMASIHUTE

YCYrM Ha CTeNeHTa Ha M3MbJHEHMETO Ha KpuTepuuTe no un. 1, an. 1, 7. 2 ce ocbwecTBsABaA
Cbr/1aCHO MHAWKATOPW, OMpeAeneHn 3a BCsKa CoUMasiHa ycnyra B CbOTBETHOTO MPUSIOXKEHMUE
no Tasu rna.sa.

I'naBa tperaOCHOBHU INPUHIUIIN 3A PASPABOTBAHE OT JOCTABUYHIIUTE

HA COIIMAJTHM YCJIYT' HA ITIPOT'PAMU 3A PASBUTHUE HA KAYECTBOTO HA
COUMAJTHUTE YCNYITN, KOUTO NPEAOCTABAT

Y. 15. (1) Hporpamure mo 4. 112, an. 1 or 3akoHa 3a connanHuTe yC/yrn ce paspaboTBaTt v npunaraTt oT
AOCTaB4yYMUNTE Ha cCouuasiHU ycnyrm 3a MNoCTUuraHe Ha CbOTBETCTBUE CbC CTaHAAPTUTE 3a
KayeCTBO Ha yCcnyrute no riiaBa BTOpa.

(2) JoctaBumumTe Ha COIMAIHHM YCIAYrd MoOraT Ja BKIIOYBAT B mporpamute mo wi. 112, am. 1 or 3akoHa 3a

CONHMATHUTEC YCNyrm W MEepPKM 3a MNOCTUraHe Ha Ka4decCTBOo, HaAaBulaBallo 3aJioXeHUuTe
M3NCKBAHUA B CTaHAAPTUTE 3a Ka4eCTBO Ha YCNyrute no rnaBa BTOpa.

Y. 16. (1) PazpaboTBaneTo M aKTyalM3MPaHETO HA IporpaMuTe 1mo wi. 112, am. 1 or 3akoHa 3a CONMATHUTE YCYT U



OoT AoCTaByunumMTE HaA CoOuUuMaHMN YCNyrn Ce WUu3BbpPpLIBA BbB3 OCHOBA HaA adHAJIM3UPaAHE HaA
KayeCTBOTO Ha ycnyrmnte wmn npeanncaHunAaTa, nNpernopbKUTE U HACOKUTE, MNPEeEANOCTaBEHU OT
AreHumdaTa 3a Ka4eCcTBOTO Ha COUMAJIHUTE YCNYyru.

(2) Ilpn axryanusupaneTo Ha mporpamute 1o 9. 112, an. 1 or 3akona 3a coumanaure ycnyru AOCTaBUYMLMTE Ha

coumnanHm ycnyrm, Ha KOWUTO € BDB3JIOXKEHO NpeaoCtTaB4dAHETO MM MO peda Ha 3aKkoHa 3a
counanHuTe ycnyrum, rm cobrnacyBat C KME€Ta Ha obLKMHaTa, Bb3N10XUN YCIYruTe.

Ya. 17. (1) Ilpu pa3paboTBaHETO M aKTyalM3UPaHETO HA mporpamute mo wi. 112, an. 1 ot 3akoHa 3a couamHUTE

ycnyrm AoCtaByYMUMTE Ha COUMallHU YCNyrm oOCcurypsaBaTt BKJIHOYBAHETO Ha CHAYXUTENUTE,
ocCblUecTBABalWN AENHOCTU MO npeaoCctaB4dHETO M.

(2) Ilpn akryanusupaneTo Ha mporpamute 1o 4. 112, an. 1 or 3akona 3a coumanauTe ycnyru AOCTAaBUYMLMTE Ha
counanHn ycnyrm opraHnsmnpaTt KOHCynTauun C anuata, nos3Balln yciayrute.

Yu. 18. IIpu pa3paboTBaHETO M aKTyalU3MpaHETO Ha mIporpamute mo wi. 112, am. 1 or 3akoHa 3a COLMATHUTE
yCnyrm AoCtaBymnumTe Ha COuUuMaZIHU yCnyrm ce pbKoBoaAaAT U OT cneaHnTe NpuHUMnn:

1. cucTeMHOCT Ha BBTPELIHHUSI KOHTPOJI U MOHUTOPHUHT 3a M0-100pa e(heKTUBHOCT U €(UKaCHOCT;

2. OpHUCHTAIlMA Ha MCPKUTC 3a IIOBUIIABAHC HA Ka4Y€CTBOTO HaQA ycnyrl/ITe KbM MNOCTUCrAHEe Ha KOHerTHVI
pe3ynTatu 3a notpebutenuTte;

3. akTUBHO BKIIOYBAaHE HA Jimgara, moJji3Baliy COualiHu YCIIYTU, B IIPOLUCCUTC HA KOHTPOJI U MOHUTOPHUHT,

4. ocHOBaH Ha (JaKTUTE TMOJIXOJ] IMPH B3EMAHETO Ha PELICHHS 3a MOJ00psBaHE Ha KaYeCTBOTO Ha COLUMASTHUTE
ycnyru;

5. aIeKBaTHOCT ¥ HABPEMEHHOCT HAa MEPKUTE 3a IIOBUILABAHE HA KAYECTBOTO 1 NpodecnoHanHaTa NnoaKpena;

6. HCIIPEKbCHATO YCEBHPUICHCTBAHE HA KAYCCTBOTO HQ I'Ipe,CI,OCTaBFlHVlTe counanHu yC}'IerI, OCHOBAHO Ha
aHanus u akTu.

Ya. 19. B mporpamure mo wi. 112, an. 1 or 3akona 3a couumamiHure yCAyru AOCTaBYMLUMTE Ha COUMAIHU
yYCnyrm Mmorat Aa BKJIKIOYBAT ﬂ,eVIHOCTM 3a.

1. HO)IO6p5[BaH€ Ha oOpraHus3anuiara Ha OpCeAOoCTaBAHCTO Ha cColualHaTra YCiIyra Ha JIMiard, BKIHOYUTCIHO
e(l)eKTI/IBHOCTTa Ha ycJyrata B OTTOBOp Ha HOTpe6HOCTI/ITe UM,

2. monoOpsiBaHe Ha CIIeNMAIM3UpPaHaTa cpefia 3a MPEAOCTaBsHEe Ha yCIIyrara ¢ orfiel] Ha cenu(UKUTe Ha OCHOBHUTE
JEHOCTH M IIeJIEBUTE IPYyNH (B CIydauTe, KOTaTO 3a NMPEJOCTaBSIHETO Ha ycllyraTa ce€ M3MCKBA CIElUaJu3MpaHa

cpena);

3. ocurypsiBaHe Ha KBaTHM(UIHMPAHU CIECIUATHCTH, KOUTO Jla OCBIIECTBSIBAT JAEHHOCTTa MO MPENOCTaBSHE Ha
COLIMAJIHATA YCIyra C Orjie]l Ha Crelu(UKITe Ha OCHOBHUTE ACWHOCTH U LETICBUTE TPYITH;

4. ocurypsiBaHe Ha NPO(ECHOHATHO pa3BUTHE W TMPOABIDKABANIO OOy4eHHE M CIelHalM3upaHa TOJKpena upes
CYIEpPBU3HUSI Ha CIIY)KUTEIUTE, KOUTO OCBIIECTBIBAT ICHHOCTTA [0 IIPEIOCTaBsHE Ha COI[MaHaTa yCiIyra,

5. H3BBPIIBAHC HA NEPHOANYCH U IOAWIICH BBTPCHICH KOHTPOI U MOHUTOPUHI' HA Ka4Y€CTBOTO HA COUMUATHUTE
YCNyrmn, KOUTo AOCTaBYUNKDBT NpeAOCTaBA,

6. BHEJpsiIBaHE HAa MHOBATUBHU M/UIIU JOOPH MPAKTHKH,
7. nnaHupaHe Ha OBJEHIOTO Pa3BUTHE HA YCIIyraTa;
8. OIIeHKa Ha IpUJIaraHUTe METOIH 3a Pab0Ta M ICHHOCTH 3a MOA00PSABAHETO UM;

9. OIICHKa Ha PHUCKOBETC Ha CpcaaTa, B KOATO CC MPEAOCTaBs yCiyrara, BKIFOYHUTCIIHO HCIOCTHUT HAa PECYpCU HIIN
BBHIIIHU (I)aKTOpI/I, BB3IPCIATCTBAM KAYECTBECHOTO " NpeaoCTaBAHC.

Y. 20. (1) Iporpamara mo ui. 112, an. 1 ot 3akoHa 3a cOUMaIHUTE YCNYrU Ce Nnpepasrfexaa NoHe BeaHbX



npes rogmMHatTa wm Ce€ aKtyaJimanmpa Tnpu HeobxoaAMMOCT 1 npmn AageHn TMPENOPBKU U
3a4b/IKUTENHU NpeannucaHmns oT AreHumaTa 3a Ka4eCcTBOTO Ha COouMasiHUTE YCIyru.

(2) HocraBuMiiuTe Ha COLMAIHU YCIYIH, Ha KOUTO € BB3JIOKEHO MPEJOCTaBSIHETO MM MO pela Ha 3akoHa 3a
COLMAIIHUTE YCNYrn, NpepasrnexaaT U akTyaaim3npaT NporpamMmTe CU U NO UCKAHE N NPENOPbBKU
Ha KMeTa Ha O6LLI,MHaTa, BB3J10XKWNJT yCNyrumTe.

I'napa 4erBbpraPE/l 3A M3BBPUHIBAHE HA KOHTPOJI, MOHUTOPUHI'T H
OIIEHKA HA KAYECTBOTO U E®EKTUBHOCTTA HA COLMAJIHUTE
ycnyru. METoam 3A W3BBPWBAHE HA MOHMUTOPUHIT HA
KAYECTBOTO HA COLUMAJTHUTE YCNYIH

Pa3nen IKOHTpO.]'I H MOHHUTOPHHT OT JOCTABYUIIUTEC HA CONUAJTHH YCIYI'T

Yiu. 21. (1) Bcexkn moctaBuMK Ha COLIMATIHH YCIyru € IUIBXKCH Ja U3BbBpIIBA NEPHUOANYUCH W TOJUIICH BBTPCHICH

KOHTPOJI ¥ MOHHUTOPHHI Ha Ka4eCTBOTO HA MNpeAoCTaBSHUTE OT Hero CcouuasnHW YCyru, KOMTO
BK/1lOUMBA AEMNHOCTU NO:

1. OLCHKAa Ha CbOTBCTCTBHUCTO HA MPCAOCTABAHHUTEC COLUAIHU YCIYIHM CbC CTAHAAPTUTC 3a KAUCCTBO HA COLHMAJIHHUTC
YCNYrn n KpUTeEpUNTE 3a TAXHOTO U3NMbJIHEHUE,

2. crbupane, 00paboOTBaHe, aHATM3UPAHE U ChXpaHsIBaHE Ha WHQOPMAIIUATA 32 BCUUKU MPEJOCTABSIHA OT JOCTABYMKA
COITMATHY YCIIYTH Ype3 oOXBalllaHe Ha BCHUKH JINIIA, TIOJI3BAIIH YCIYTUTE;

3. mpoBeXJlaHEe Ha CHCTEeMHO HalOio/eHHe Ha e(eKTUBHOCTTAa Ha MPEIOCTAaBIHUTE COI[MAIHU YCIYId C OIVeN Ha
MMOCTUTHATUTE PE3YJITATH 3a JIMIlaTa, KOUTO TW MOJ3BaT;

4. upeHTU(UUIMpPAHE HA CUIHU M CJabM CTpaHHW, BB3MOXKHOCTH M PHCKOBE B JIeHfHOCTTa MO MpEAOCTaBsHE Ha
COLIMAIIHH YCIIYTH;

5. uaeHTUUIIPaHe Ha TpoOIeMHU, MPOMYCKU, TPEIIKA U HApYIIEHUS MPU MPEAOCTaBIHETO Ha COI[UATHU YCIIYIH;

6. OCBHICCTBsABAHC HaA HH(bOpMaHHOHeH 0OMEH ¢ Janara, KOMTO ITOJI3BAT CONUAITHUTC YCNYIr, NpeaoctaBaHM OT
AO0CTaB4UKa,

7. U3BBpIIBAHE HA TEKYILM MMPOBEPKHU, 32 PE3YATATUTE OT KOUTO CE U3TOTBST MPOTOKOIH.
(2) HevinoctuTte mo an. 1 cienBa aa OCUTYPSIT:

1. 3aKOHOCBHOOPA3HO OCBHIIECTBSIBAHE HA JICHHOCTUTE IO YINPAaBJICHHE M IPEJOCTABSHE HAa COLUAIHHM YCIYTH OT
JIOCTaBYMKA;

2. 3aKOHOC’bO6pa3HO u eq)eKTI/IBHO pa3xoABaHC Ha NPEAOCTABCHUTE CpCACTBA OT AbpPKABHUSA W/Miu O6IJ_[I/IHCKI/I$I
6IOIDKCT HJIKX OCUTYPCHHU OT YaCTCH JOCTABYMK Ha COLIHMAJIHU YCIIYTU,

3. cra3BaHe Ha IIpaBara Ha JIdIaTa, [10JI3Balld CONMATHUTC YCNYyru,

4. yIOBJICTBOPCHOCT Ha JIIIATa, OJI3BAI COLUATHUTE YC/YrM, CbO6pa3HO NOCTUrHaTUTE edeKT U NoN3u
3a Tax.

Y. 22. (1) BeTpemmHuaT KOHTPOJ M MOHHMTOPMHI Ha KadeCTBOTO Ha MNpeAOCTaBsHUTE OT AO0CTaBYMKa

counmanHn ycnyrm ce oCbuwectBsaABa OT PpPbKOBOAUTENIA Ha CbOTBETHATA YCJyra WIin OT
onpeaeneHn C Herosa 3anoBen CiyXxXuTenu.

(2) JocTaBuuKbT Ha COLIMAIIHM YCIYIM MMa MpaBO /a HaeMa M BBHIIHU EKCIEPTH 3a M3BBPUIBAHE HA BHTPEIHUS
KOHTPOJI U MOHUTOPUHT.

(3) JlocTaBYMKBT Ha COI[MAIIHU YCIYTH pa3paboTBa W MpHeMa BBTPEILIHH MpaBuja 3a MU3BBbPIIBAHE HA NEPUOAUYCH U
TOIUIIEH BHTPELIEH KOHTPOJI, MOHMTOPHMHT U OLIEHKA HAa Ka4eCTBOTO 1 e(eKTUBHOCTTA Ha NpeaocCTaBsHUTE



OT HEro counaaHum ycnyru.

Y. 23. (1) JocTaBUMKBT Ha COLMAIIHU YCIYTH pa3paboTBa W YTBBpIKJaBa IOJUIICH MJIaH-TpaduK 3a MpOoBEXIaHe Ha
BBTPENIHMS KOHTPOJI ¥ MOHUTOPUHT Ha KA4€CTBOTO HA MPeAoCTaBSAHUTE OT HEFO COLMANHN YCNyru.

(2) B mnan-rpaduka mo an. 1 ce BKIOYBAT JMEHHOCTH, OMPEACICHU BBH3 OCHOBA HA PE3YATATHUTE OT MPOBEICHUS
KOHTPOJI U MOHUTOPHHT 3a MpeAX0oAHaTa roJinHa.

(3) I[OCTaB‘{I/IKBT Ha CONUAaJIHU YCJIIYTU U3BBPIIBA IICPUOJUYCH BBTPCUICH KOHTPOJI U MOHHUTOPUHI HAa KAYCCTBOTO HQ

npeaocCtaBdHmMTE OT HEro coumajaHun ycnyrm no V|36paHVI OT HEero 3a CbOTBETHUA KOHTPOJ
KpUtepmn 3a U3NbJIHEHME Ha CTaHAAPTUTE 3a Ka4eCTBO Ha COUMaJITHUTE YCNyrn noHe BEAHDBXK
Ha BCEKU TpU MecCeLa.

Yia. 24. (1) JlocTaBUYMKBT Ha COLMAIHM YCIYIH H3BBPIIBA MEPUOJUYHUS MOHUTOPUHI Ha KadecTBOTO HA
npeaoCtaBdaHMTE CounaZiHnN yCcinyrm 4pes:

1. cucremHa oOpaTHa Bph3Ka OT JIMIIATa, MOJI3BAIM YCIyraTta, ¥ OT YJIEHOBE HAa TEXHUTE CEMENCTBA Upe3 IOMUTBAHE C
nen cpOMpane Ha MHQPOpMalMs OTHOCHO TAXHATa OLECHKA HAa Ka4eCTBOTO Ha MNpeAoCTaBsHATa couMasiHa
yCcnyra v pe3ysataTta OT MNoJZI3BaHETO Ha yciyraTta,

2. JONUTBaHE JI0 JUIaTa, KOraTo MpeKpaTsBar MOJA3BaHETO Ha yCIyrara, u JI0 TEXHUTE ceMeiCcTBa ¢ 1ed chOupaHe Ha
nH(pOpManKs OTHOCHO TAXHATA OLEHKA 3a KaYECTBOTO H@ COLMANHaTa ycnyra, KOsTo ca non3eanu;

3. ODPOBECKIAHC HA CXKCMCCCUYHH CKHUIITHHM CPCIM Ha CIYXUTCIUTE HaAa JOCTaBUMKA, OCBUIICCTBABAIU )Iel\/'IHOCTI/I 10
NpeaoCTaBAHC Ha COLUAIIHU YCIYI'M, OTHOCHO TAXHATA OILICHKA HAa Ka4YCCTBOTO HQA yCﬂyraTa N npenop'bKM 3a
nogobpsiBaHeTo M;

4. mpoBeXJaHE HA €KEMECEUHU CPEI Ha CIYKUTEIUTE Ha JOCTABYMKA Ha COIMAIIHU YCIYTHM C PBHKOBOJIUTENS Ha
yciyrara;

5. M3BBPIIBAHC HA ICPUOOUYCH IPCTIICA, aHAIU3 M OIICHKA Ha IMporpaMara 3a pa3BUTHC Ha KaYCCTBOTO C YyHYAaCTUETO
Ha nnuaTta, Non3Balln ycnyrata, U Ha TEXHUTE ceMencTea ’

6. NCPpUOJUYIHHN MMPOBCPKU HA NOCULTATA ITO AKTUBHUTC U 110 MIPUKITIOYUINATE ClIydau,

7. MEepUOIUYCH Tpersie/l Ha HAuyWHa, MO0 KOWTO C€ pa3XoABaT MPEAOCTABEHU CPEJCTBA OT JIbPKABHHUS W/UIH OT
OOIIMHCKHSA OIOIKET;

8. HU3BBPIIBAHC HA ICPUOJNYHU ITPOBCPKHU HA MACTOTO, HA KOCTO CC MMPCAOCTaBA CONUATIHATa YCIIyra, BKIIFOUUTCIIHO B
MNpa3HUYHU U B IOYMBHU IHU U B PA3JIMYHU YaCOBC HA JJCHOHOIIMUCTO,

9. perynsipHO npociesBaHe Ha U3M'BJIHEHUETO Ha CIY)KEOHUTE 3aAbJDKEHHUS U CIIa3BaHETO Ha TPyAOBaTa IUCLHUILIMHA
OT CIIY’KUTEJHTE, OCBIIECTBABAIIM ACHHOCTH MO MPEJOCTABSIHE HA COLIMAIHU YCIYTH;

10. cucTeMHU MPOBEPKH Ha CUTYPHOCTTA Ha CIelMANIM3UpaHaTa cpeia 3a MpeloCcTaBsHE Ha ychyraTa (B CilydauTe,
KOTaTo 3a MPEJOCTaBsSIHETO Ha ycayraTa ce U3MCKBa ClIEMAIN3UpaHa Cpela);

11. mepuoanueH nperyiea Ha HaTMYHATa WHQOPMAIUs, BbBEJCHA OT JIOCTaBYMKA B MHTErpupaHaTa WHQPOPMALMOHHA
CHUCTEMA Ha AT€HIIMATA 33 COLUAIHO ITOAIIOMATraHe.

(2) IlepmoguunuTe nonuTBaHMUA Mo am. 1, T. 1 m 2 MOXe Ja ce M3BBPIIBAT Ype3 aHKETH, MHTEPBIOTA, JUCKYCHH,
(oKyc-TpyIu, BKIIOUYUTEIHO Ype3 METOAa "MOTpeduTeN nuTa norpeduTen'.

Yu. 25. (1) JlocTaBUMKBT HA COIMATHU YCIYTH ChOMpa U 0000m@aBa wHGOpMANHATA, TOJyICHA MPU MpUJIaraHe Ha
MeToauTe 1Mo wi. 24, an. 1, u Hali-MaJKO BEIHBX Ha IECT MEcella M3rOTBS aHaIM3 Ha WHQPOPMAIUATA, KOHUTO
MpPEeIOoCTaBsl Ha OOIMHATA, B CIIy4ail 4e MpeaocTaBsiHaTa OT JOCTaBYMKA yCIIyra € BB3NIOKEeHA MO peAa Ha 3akoHa 3a
COLMAITHUTE YCNYIWU.

(2) Axo B pe3ynTar Ha aHaiu3a 1o al. | JOCTaBYMKBT HA COLIMAIHM YCIYTM YCTAaHOBU HECHOTBETCTBHE Ha JIEHHOCTTA
CH C HOPMATUBHUTE U3MCKBAHUSA 3a IIPEAOCTABsIHE HA COLMAIIHATA YCJIyra U CbC CTAHIAPTUTE 3a HEMHOTO Ka4eCTBO U
KPUTEPUHTE 32 TAXHOTO M3MBIHEHUE, TOH mpeanpueMa He3abaBHU JEHCTBHS 3a OTCTpaHsSBaHE HAa HApYIICHUATA U



HO,Z[O6p$IBaHe Ha Ka4CCTBOTO Ha ycayraTta.

(3) Ilpn ycraHoBeHa HEOOXOAMMOCT AOCTAaBYMKBT Ha COLMAIHM YCIYIM € JUIBXKEH Ja Jaje NIpeanucaHus Ha
CIYKUTEINTE CH 32 OTCTpaHsABaHE Ha CIa0OCTHTE M 3a MomoOpsBaHE HAa paboTaTa MM, BKIIOYUTETHO Ja IJIAHHpA
IPOBEXKAAHETO Ha CIIELUATU3UPAHN/TEMAaTUYHU U HAATPAKAALIM OOYYeHHS U CYTIepBU3HSL.

Y. 26. (1) l'ogummbus KOHTPON M MOHUTOPHMHI Ha KaueCTBOTO HA MPEeAOCTaBSHUTE COLWANIHU YCNyru
AOCTaB4YUKDBT Ha COUMAJTHUN YCNYTn n3BbplliBa 4pe3 U3rotBAHE Ha O606LLI,€H OTHET Ha:

1. pesyaTaTuTe OT aHATU3HUTE 1O 4. 25, ai. 1;

2. MOCTUTHATHUTE 3a KAJICHJApHATa TOMHA PE3YJITAaTH OT IPHJIATAHETO HA IIporpamaTa 3a pa3BUTHE HA Ka4eCTBOTO HQ
npengoCtaBAHUTE CoUManHU ycnyrun,

(2) B cnywaii Ha uAEHTU(UUMPAHU TPU TOAUIIHUSA KOHTPOJI M MOHUTOPUHTI HECHOTBETCTBUS WJIM HapyIICHUs
JOCTaBYMKBT aKTyaaM3Upa IporpamMara 3a pa3BUTHE Ha Ka4€CTBOTO HA MpPeAoCTaBsIHUTE OT HEro CoumasHu
YCNYrn, UHCTPYMEHTUTE N MeToauTE Ha paboTa.

Paznen IIKOHTPOJI ¥ MOHUTOPHHT OT O0IMHATA

Ya. 27. KOHTPONBT M MOHMTOPHUHIBT OT OOLMHATa Ha KayeCcTBOTO K edeKTMBHOCTTa Ha couunanHute
yCnyru, npeaoctaBssHM Ha TepuTopusiTa Ha obwmHaTa, KOMTo ce PMHaHCUpaT CbC CpeacTBa oOT
AbpXXaBHUS N O6LLUMHCKNS BroayKeT, BKAOYBAT AEMHOCTU MO:

1. olleHKa Ha CHOTBETCTBUETO Ha MPEAOCTaBIHUTE Ha TEPUTOPHUATA HA OOIIMHATA COLIMAIHM YCIYTH ChC CTAaHAAPTUTE
32 KQYECTBO HA COLIMATIHUTE YCJTYTU N KPUTEPUUTE 3a TAXHOTO U3MbJIHEHUE;

2. cebupane, oOpaboTBaHe, aHAIM3MpaHE U ChbXpaHsABaHE Ha MH(OpMaIMTA 32 IPEIOCTaBIHUTE HAa TEPUTOPHUATA Ha
oOIMHATa COIIMATHU YCIIyTH;

3. uaeHTUUIIPAHe HAa CUITHU U C1a0u CTpaHU B IEHHOCTUTE MO MPEAOCTaBsHE HA COLMAIHU YCIYTH Ha TEPUTOPHUATA
Ha OOIIMHATA;

4. upenTuduLIMpaHe Ha MPoOJIEeMH, IPOMYCKH, TPEUIKH U HApYyLIEHUs MPU MPEJOCTaBIHETO Ha COLIMAIHM YCIYyIH Ha
TEepUTOpHUATA HAa OOIIMHATA,;

5. ochluecTBABaHE Ha MH(OpMaIMOHEeH OOMEH ¢ JIMIlaTa, MOA3Ball MPEJOCTaBIHUTE Ha TEPUTOPUITA HA OOIMHATa
COLMAJIHH YCIIYIH;

6. U3BBPIIBAHE HAa IPOBEPKU HA MSCTO.

Ya. 28. [lefinocture mo 4. 27 3a KOHTPOJA M MOHHTOPUHI OT OOIMHATa Ha Ka4ecTBOTO U e(EeKTUBHOCTTa Ha

coumanHuTe ycnyru, npeaoctaBssHM Ha TepUTOpuUsiTa Ha obLiMHaTa, KOMTO ce dUHAHCUPAT CbC
cpeacTBa OT AbpPXKaBHUSA U OBLIMHCKMA BloaXKeT, cneaBa Aa OCUTYpST:

1. 3aKOHOCBHOOpaA3HO OCBHIIECCTBSIBAHE HAa JICHHOCTUTE MO YNpPaBICHUE M MpPENOCTaBsHE Ha COLMAIHU YCIYyId Ha
TEPUTOPHSATA HA OOLMHATA;

2. 3aKOHOCHOOPa3HO M €(EKTUBHO pa3XOJBaHE Ha TMPEIOCTABEHUTE CPEACTBA OT IbP)KaBHUS W/WIW OOUMHCKHS
OIOIIKET;

3. cmasBaHe Ha IpaBara Ha JIMIATA, IOJI3BalM COLMAIHUTE YC/IYrM Ha TepUTOopmuaTa Ha obWmMHaTa;

4. YOOBIETBOPEHOCT Ha IMIATa, MNOJ3BAllM COLUMAIHMTE YCNYrM Ha TeputopusTa Ha o06LlMHaTa,
CcbobpasHO nocTurHaTuTe edeKkT U NoN3un 3a TaX;

5. CBOEBPEMEHHO MpEIIpUEeMaHe Ha JCHCTBUS OT OOIMHATA U JOCTAaBUMIIMTE HAa CONMAIHHU YCIYId 3a MOoJ00psBaHe

Ha Ka4CCTBOTO Ha COUMaJZIHUTE YCNnyrm M OTCTpaHABaAHE Ha I'IpO6J'IeMM, nMponyckun, rpewkn wum
HapyLweHusa npum npegoctaB4dHETO Ha COUMAIHU YCNYTM Ha TEPUTOPUATA Ha obwuHaTa;



6. PEryJIApHO Ha6J'IIO,Z[eHI/Ie oT 06IJ_[I/IHaTa Ha OpCeAOCTABAHCTO Ha COLHAJIHU YCIYIM, YUCTO YIIPABJICHUC € HelHa
OTTOBOPHOCT, C ICJI HEAOIMYCKAHC Ha CCPUO3HU HAPYUICHUA IIPU IPEAOCTABAHCTO HAa COMUAIITHA YCIIYTH.

Ya. 29. (1) KoHTponbT ¥ MOHMTOPHHIBT 1O wWI. 27 Ha Ka4eCTBOTO Ha MNpPeAOoCTaBAHMUTE OT AOCTaBYMKa
coumnanHum ycnyrm ce m3sbvpliBaT OT onpeaeneHn oT KMeTa Ha obwmHaTa ANBXHOCTHU NMua.

(2) KmeTbT Ha oOIMHATa MOYXKE J]a HaeMa U BBHIIHM €KCIEPTH 3a U3BBpIIBaHE HA AEHHOCTUTE 1O all. 1.
Y. 30. (1) IIpoBepkute mo ui. 27, T. 6 Morar ja ca NepUOAUYHU UIH U3BBHPEIHH.

(2) IleppoauuHuTEe MPOBEPKH HA JOCTABUMIIUTE HA COLIMATHU YCIYTM Ha TEPUTOpHUITA HA OOLMHATA, KOUTO CE
(¢uHaHCHPAT ChC CPEICTBA OT JABbPXKABHUS U OOIIMHCKUS OIOJIKET, Ce M3BBPIIBAT Hali-MaJIko BEJHDBK HA JIBE TOJUHHU
WJIM TIPU UJCHTU(QUIIMPaHa HEOOXOAUMOCT.

(3) UzBbHpenHUTE IPOBEPKH CE U3BBPIIBAT B CITy4ail HAa CUTHAT WJIM YKayi0a, KAKTO U 10 MHUIIMATHBA Ha OOIMHATA.
Ya. 31. (1) IIpoBepkute mo ui. 27, T. 6 ce U3BBPIUIBAT B3 OCHOBA Ha 3aIllOBE/, U3/1aJIcHa OT KMETa Ha OOIIMHAaTa.

(2) B 3anoBenra mo an. 1 ce ompenensT OCHOBAaHMETO, BUABT W OOXBAaTHT Ha IMPOBEpKaTa, JUIlaTa, KOUTO Ja s
W3BBPIIAT, MPOBEPSBAHUAT JIOCTABYMK HA COIHMAIHU YCIYrH, MSCTOTO, B KOETO C€ HW3BBPIIBA JCHHOCTTA II0
MPEIOCTaBsHE Ha COI[MAlTHATA YCIyra, CPOKBT 3a M3BBPIIBAHE HA MIPOBEPKATA U 32 U3TOTBSHE HA JIOKIA] OT Hesl.

Ya. 32. (1) IIpoBepkara ce u3BBpIIBA B MPUCHCTBUETO HA CIYKUTEN Ha JOCTaBUYMKAa Ha COIMAJIHATA YCIyra,
OCBITIECTBSIBAII IGHHOCTH IO PHKOBOJCTBO H/UJIH IO IPEAOCTaBsIHE HA COIIMATHU YCITYTH.

(2) JIunara mmo ain. 1, KaKTO M BCUYKU CIYKUTENIM HA JOCTaBYMKA HA COIMAJHATAa yCIyra, OCHIICCTBSIBAIM JEHHOCTH
M0 TMPEIOCTaBsHE Ha COIMATHU YCIYId, ca 3adb/DKCHHM Ja OCHTYPST HEOOXOIUMHTE YCIOBHUS 3a MPOBEXKAaHE Ha
MpOBEpKaTa, /1a OKa3BaT ChHIACHCTBUE W Ja TMPEJOCTaBAT HA MPOBEPSBAIMTE JIMIA UCKAHUTE OT TAX JTOKYMECHTH,
CBEJICHHUSI, CTIPABKU U BCSKA Jpyra HHGOPMAIIUs, CBbp3aHa ¢ ACHHOCTTa IO MPEIOCTaBsSHE Ha COIMAIHATa YCIIyra.

(3) JIunara o wi. 31, an. 2 uMaT nmpaBo JAa ModydaBaT MPSIKO OT MOJI3BATENUTE HA COLMAIHU YCIyTd HeoOxoqumara
uH(OpMaIUs caMo € TSIXHO ChIVIACHE.

Yia. 33. (1) B cpok 10 10 nHM OT mpuKIOYBaHE Ha IMPOBEpKAaTa Ce ChCTaBs JIOKIAJ 3a YCTaHOBEHHTE (DaKTH U
00CTOATENCTBA.

(2) Joxnanst mo an. 1 chabpxka 0O0EKT Ha MpoBepkaTa, (aKTH U OOCTOATENCTBA, YCTAHOBEHHM IPU M3BBPILIBAHETO H,
KOHCTAaTHpPAaHU HECHOTBETCTBUS Ha COLMATIHATA YCIIyra ChC CTaHJApPTUTE 3@ KAYECTBO, KAKTO U JPYrd OOCTOSTENCTBA,
YCTaHOBEHH IIPH MPOBEpPKaTa, U Ce MOANNCBA OT JIMIIAaTa, U3BBPIIMIN IPOBEPKATA.

(3) Kem pmoknmama mo an. 1 ce mpumaraT Komusl Ha BCHYKM CHOpaHM 1O BpeMe Ha MpoBEpKara IOKYMEHTH,
YIOCTOBEPSIBAIM YCTAHOBEHUTE HECHOTBETCTBHUSI.

(4) HoxmansT mo an. 1 ce mpenocTaBst Ha KMeTa Ha OOIMHATA U HA MPOBEPSBAHUS JOCTABUUK HA COI[MATIHU YCIYTH, a
KOTaTO TOW € caMaTa OOIMHA - Ha PhKOBOAUTEINS Ha COI[MAIHATA YCITyTa.

Yu. 34. B ciydail Ha yCTaHOBEHO MpU IMpPOBEpPKATa HECHOTBETCTBHME Ha COI[MajHATa yCJIyra ChC CTaHJIApPTUTE 3a
KaueCTBO MJIM JPYI¥ HapyLIEHHs Ha HOPMAaTHBHATa ypenda B o0IacTTa Ha COLMAIHMTE YCNYru, B TPUAHEBEH
CPOK OT NoJlydaBaHETO Ha Aoknaza no yn. 33, an. 1 n Ha AOKYMEHTUTE KbM HEro KMeTbT Ha
O6LL|,VIHaTa ' w3npawa Ha AreHumaTta 3a KayeCcTBOTO Ha coumasnHuTe ycnyrum, KoOATO
npeanpueMa HeobxoanMMUTE AENCTBUS 3a KOHTPOJ1 MO peaa Ha pa3fesl TpeETU.

Ya. 35. (1) KmersT Ha oOnmHaTra M3BBPLIBA €KETOJCH MOHUTOPMHI Ha KadecTBOTO N e(deKTUBHOCTTA Ha

counanHnTe ycnyrun, KOUMTo Ce npeaocCtaBAT Ha TEPUTOPUATA Ha obwKMHaTa mn ce d)VIHaHCl/IpaT
CbC CpeactBa OT Abp>XaBHUA U o6LWunHCKNa 6roaxeT ypes3 cieagHunTe MeToan.

1. cxOupane, 0OpaboTBaHE, aHAIM3UPAHE U ChXPAaHsIBAaHE HA MHQPOpMAIIHATA 32 PE3YITATUTE OT KOHTPOJIHATA JCHHOCT
Ha OOLMHATa OTHOCHO KadeCTBOTO W ed,)eKTVIBHOCTTa Ha nMNpeaoCtTaBAHUTE Ha TEPUTOPUATA 7]
couunanHu ycnyrm;

2. cebupane, oOpaboTBaHe, aHATM3UPAHE M CHhXpaHsBaHEe Ha WHQOpMaIUATa OT TOMUIIHUTE OTYETH HA YAaCTHHUTE



A0CTaBUUIU, ITPCAOCTABANM COONUAIIHHN YCJIYI'M B3 OCHOBA HAa IOTOBOP 3a Bb3JIaraHe,

3. mpoBeXIaHe Ha CUCTEMHO Ha0JIOJICHHE Ha ChbCTOSHUETO U €peKTUBHOCTTA Ha MPEJOCTaBIHUTE HA TEPUTOpUATA HA
OOIMHATA COL[UAJIHU YCIIYIU C OIVIe]] Ha TOCTUTHATUTE PE3yJITaTH 3a JIMIlaTa, KOMTO TY OJI3BaT;

4. aHamM3MpaHe Ha IPENJIOKEHHUATA 3a MOJOOpABaHE Ha KAavyeCTBOTO M e(eKTUBHOCTTA Ha CcouuanHute

YyCNlyrn, KOUTO Ce npeaoCTaBAaAT Ha TeputopusTa Ha obwuHaTta, paspaboTteHn oT CbBeTa Mo 4.
27 OT 3aKOHa 3a coumasiHuTe ycnyru;

5. ceOupaHe U aHaNM3UpaHe Ha HHPOPMAIUITA BBB BPH3KA C UITBIHEHNUE HA MOSTHUTE OTTOBOPHOCTH OT OOIIMHATA,
KOSITO OTTOBAps 3a YIPABJICHUETO U MPEJOCTABIHETO HA YCIYTH IPU CKIOYEHO CIOpasyMEeHue 1o wi. 55 unu wi. 56 ot
3aKoHa 3a COLMATHUTE YCIYTW;

6. chaeiicTBHE 3a NMEPUOAUYECH IPETIe] Ha mporpamure mo 4wi. 112, an. 1 or 3akoHa 3a conManHuTe YCNyru Ha

YyacTHUTE [AO0CTAaBYULM, NpPeaoCTaBSALM COUMANHMU YCAYrM Bb3 OCHOBA Ha [AOroBop 3a
Bb3/laraHe, WU cbrlacyBaHe Ha nporpamuTe;

7. ocbllieCTBABaHE Ha WHQpOpPMAIMOHEH OOMEH C JHIaTa, MOJ3BAallld COLUMATHU YCIYyId, U C JOCTaBUUIIUTE Ha
COLIMAITHU YCIYTH Ha TEPUTOPHUSITA HA OOIIMHATA Upe3 aHKeTH, Oece/In, TUCKYCHUH.

(2) KmeTbT u3HCKBa OT 00IMHATA, KOSTO CHIVIACHO CKIIIOUYEHOTO CIIOpa3yMeHHe Mo wi. 55 uiu wi. 56 ot 3akoHa 3a
COIIMATHUTE YCAYrM OTroBaps 3a YynpaBJieHMEeTO W MnpeaocTaBAHETO Ha ycnayrata/ycnyrute,

nHdopmaumsaTa no an. 1, T. 5 M wuHdpopMaumsita, KosiTO e cbbpana B paMKuTe Ha
OCBLLECTBSIBAHMSA OT HESI MOHUTOPUHI Ha KauyeCcTBOTO U e(EeKTUBHOCTTA Ha COLMANHUTE YCIYIW.

(3) Ilpu xoHcTatMpaHe Ha CIa0OCTH WM HAPYIIEHHs HA CTAHIAPTUTE 33 KAa4eCTBO HA COLMAIHHUTE YCAYrU MNpU

CK/IIOYEHO Ccropa3yMeHune Mexay obwuHm no 4n. 55 mnm un. 56 ot 3akoHa 3a coumanHute
ycnyru obwmHuTe - CTpaHM Mo crnopasyMeHueTo, npeanpuemMaTt CbBMECTHUM AEeNCTBUS 3a
nogobpsiBaHe Ha KauyecTBOTO Ha ycnyraTta/ycnyrure.

Paznesn IIIKOHTPOJI 1 MOHMTOPHMHI OT AreHUHHSITA 32 KadecTBOT0 HA COLUMaJIHUTE
ycnyrm

Yn 36. (1) Arennusara 3a KaueCTBOTO HA@ COLMASIHUTE YCIYrM OCBLIECTBSABA KOHTPO/N Ha
NpeaoCTaBAHETO Ha COLUMANTHUTE YCNYry Ype3 U3BbPLUBAHETO HA NPOBEPKNU:

1. 3a crta3BaHeTo Ha CTAaHJApPTHUTC 3a KA4CCTBO Ha CONMAIHUTC YCNYrun,

2. 3a CHOTBETCTBMETO C W3HMCKBaHMATA Ha 3aKOHa 3a COOHUAIHUTC YCNYrM WU HOPMAaTUBHUTE aKTOBE MO

HEroBoTO MNpwuiaraHe Ha AEWHOCTTa Ha AOCTaBYMUMTE Ha couManHu ycnyru, obwuHute,
TepuUTOpManHuTe CTPYKTypu Ha AreHuusitTa 3a COuManHO noAnoMaraHe W Apyrn Opraxu,
OTrOBOPHW 3@ NpunaraHeTo uM;

3. 3a cma3BaHeTo Ha MMpaBaTa Ha MOTPEOUTENNTE Ha COLIMAIHU YCIYTH;

4. 3a HAYMHA, I10 KOUTO OOIMHUTE U YAaCTHUTE JOCTABYMIIM HA COI[MAIHM YCIYyIH pa3XoABaT CPEACTBA OT AbP:KaBHHUS
OIOIIKET;

5. B ciaydaute o wi. 115 m ui. 150, an. 5 or 3akoHa 3a COUMATHUTE YCNYTW.
(2) Cnopen Buia UM NMpOBEPKUTE MOTAT J1a ObAAT:

1. mepuoMYHU WJIM TEMaTHUYHH, U3BBPUIBAHU CHOOPA3HO TOJUIICH IJIaH, KOMTO ce YTBBpXKJIaBa OT M3IBIHUTEIHUS
AMPEKTOp Ha ATEHIUSITA 32 KaYECTBOTO HA COLMANIHUTE YCAYrn exeroaHo Ao 31 sHyapw;

2. U3BBHPEIHU;
3. mocneaBanmM (KOHTPOJIHU).

(3) Criopen o6xBata UM MPOBEPKUTE MOTaT Ja ObAAT:



1. KOMILICKCHH,
2. TeMaTUYHH.

Ya. 37. (1) IleppoguyHuTe NPOBEPKH HA AOCTABUMIIMTE HA COLIMAIHM YCIYIH C€ M3BBPIIBAT Hal-MaJKO BEJAHBXK Ha
JIBE TOMHU WJIM TIPU UACHTHHUITMPaHa HE0OOXOANMOCT, KaTO JOCTaBYMKBT CE YBEIOMSBA IIPEIBAPUTEIHO.

(2) B cinywait ye B cpoka mo an. 1 e W3BBpIIEHA APYr BHUJ IpOBEpKa Ha JOCTaBYMKAa Ha COIUAIHU YCIYTH,
MepruoMYHaTa IPOBEpKa C€ U3BBPIIBA B CPOK JO TPU TOJUHH OT MPEAXOAHATA MEPUOIMUHA TPOBEPKA C UBKIIIOUCHHE
Ha CIIyJanTe Ha UACHTUPUITMpaHa HEOOXOAMMOCT.

(3) TemaTuyHUTE TPOBEPKU HA JOCTABYUIIMTE HA COLMAIIHU YCIYTH CE M3BBPIIBAT Hall-MaJIKO BEIHBX Ha TPU TOJUHHU
WITU TIPU UACHTHUIIHPAaHA HEOOXOAUMOCT, KATO TOCTABUMKBT CE YBEOMSBA MPEABAPUTEIHO.

(4) 3BbHpEAHUTE TPOBEPKHU CE U3BBPIIBAT 0€3 MPEBAPUTEITHO YBEIOMSIBAHE HA JIOCTABUMKA HA COLMAIHU YCIIYTH:

l. mo npeneHKa Ha M3NBIHUTENHUSA IUPEKTOP HAa ATEHIHMATA 3a KA4eCTBOTO HA COUMANIHUTE YCNyru npu
noslydyeHa nHdopMaums 3a HapylweHus nNpu NpeaocTaBssHE Ha COLUManHU YCAyru;

2. mpu moJrydeHa HHGOPMAITUs OT KMET Ha OOIMHa 110 Wi. 34;

3. Ipu BCEKH CITy4ail Ha CUTHAJI WJIM aji0a 3a HapylliaBaHe Ha IpaBaTa Ha JIMIaTa, MOJI3BAIM COIUATHH YCIIyTH, UITH
Ha HOpMaTUBHATa ypenoa;

4. B cmydqanTe 1o wi. 54, an. 3, 4. 62, an. 3 u win. 150, an. 5 or 3akoHa 3a COLMAIHUTE YCAYIU;
5. B ciaydaute 1o wi. 115 or 3akona 3a COMaNHUTE YCNYru.

(5) IocnenBama mpoBepKka Ha JOCTABUMIIUTE HA COIMATHU YCIYTH CE M3BBHPINBA 32 YCTAHOBSBAHE HA M3ITBIHCHUETO
Ha JIQJICHU 3aIb/DKMTEIHM TPEANUCAHUS OT ATEHIIUATA 33 KAYECTBOTO HA COLUMAIHUTE YCNyru.

(6) IlpoBepkute no an. 1, 3 u 4 morar Aa ce U3BBHPIIBAT B NPA3HUYHU U MOYUBHHU JHU U B Pa3IMYHU 4YACOBE Ha
JIEHOHOIIMETO.

Y. 38. (1) IIpoepkute 1o uit. 37 ce M3BBPIIBAT BH3 OCHOBA HA 3aIllOBEJ, U3/1aJIcHA OT M3ITBIHUTEIHUS TUPEKTOp Ha
ATeHIIUATA 32 KAYECTBOTO Ha COLUMATHUTE YCNYyru.

(2) B 3aIlIoBCTa 110 al. 1ce onpeacisit OCHOBAHHUCTO, BUABT U 00XBAaTHT HA MMpOBCPKaTa, JIBKHOCTHUTC JIMIld, KOUTO
Ja s U3BbpIIAT, CPOK 3a U3BBPIIBAHC HA ITPOBCPKATA U CPOK 3a U3TOTBAHC HA KOHCTATUBHUA ITPOTOKOJI OT HEA.

Y. 39. (1) Onpenenenute B 3amoBeAra mo wi. 38 IHKHOCTHU JIMIIA U3BBPIIBAT IIPOBEPKA HA COLIMAIIHATA YyCIyra Ha
MSICTOTO, Ha KOETO T CE MPEJOCTaBI.

(2) Ilpn u3BBpUIBaHE Ha MpOBEpKaTa MPOBEPABALTE JIMIA CE€ JIETUTUMHUPAT ChC CIyXeOHa KapTa W IPEJCTaBsAT
3amoBenTa o wi. 38 Ha J0CTaBUMKa Ha COLIMAIHATA YCIyra, a KOraTo IpeA0CTaBsiHETO Ha YCIyrara € Bb3JIOKEHO I10
pena Ha 3aKOHa 3a COLIMAIHUTE YCNyrm - © Ha KMeTa Ha obwuHaTa.

(3) HpOBepKaTa CC U3BBpHIBA B MPUCBCTBUECTO Ha CIY:KHUTCII Ha JOCTABYHMKA Ha COLMAJIHU YCIYI'HM WJIKM Ha JULCTO,
KOCTO IT0JI3Ba COMAIHU YCIIYI'M B JJOMalllHa Cpeaa.

(4) Cnyxutenute 1Mo ajl. 3 ca 3aAbDKEHHU JIa OCUTYPSAT HEOOXOJMMHTE YCIOBUS 3a MPOBEXKIaHE HA MPOBEpKaTa, Ja
OKa3BaT CHICHCTBUE U JIa MPEJAOCTABIT HA MPOBEPSBANMTE JIMIIAa UCKAHUTE OT TAX JOKYMEHTH, CBEJCHHS, CIIPAaBKH U
BCsKa Jpyra HH(popMaIus, CBbp3aHa ChC COIIMAIHATA YCIIyTa.

Y. 40. (1) B cpok a0 10 1M OT NpUKIIOYBAHE HA MPOBEPKATA CE€ CHCTABSI KOHCTATUBEH MPOTOKOJ 32 YCTAHOBEHUTE
(hakTh U 0OCTOSITEIICTBA.

(2) KoHcTaTuBHUAT MPOTOKOI 1O al. 1 chabpika 00EKT Ha MpoBepkaTa, (aKTH U OOCTOSTENCTBA, YCTAHOBEHH IMPU
M3BBPIIBAHETO U, KOHCTaTUPAHU HAPYIICHUS, aKO MMa TaKWBa, OOSCHEHUS WA BB3PAKEHUS HA TPOBEPSIBAHUS
JIOCTAaBUMK, aKO € HallpaBWJI TaKUBa, KAKTO U APYrd 0OCTOSITEICTBA, CBbP3aHU C IIPOBEpKaTa.



(3) KbM KOHCTaTMBHHS MPOTOKOJM IO al. 1 ce mpuiarat KOmHsl Ha BCHYKM CHOpaHH MIIM ChCTAaBEHH IO BpeMe Ha
IpOBEpKaTa JJIOKYMEHTH.

Y. 41. (1) KorcratuBuust npotokon nmo wi. 40 ce moanucea oT JIBKHOCTHUTE JIMIA, U3BBPIIMIIA TPOBEPKATa, U B
TPUIHEBEH CPOK OT U3TOTBSHETO MYy C€ M3IIpalla Ha JOCTaBYMKA Ha COLMAJIHATA YCIyra, a KOraro IpeaoCTaBsHETO Ha
ycaIyrara € Bh3JI0XKEHO 110 peia Ha 3aKOHa 3a COLMAIHMUTE YC/TYIM - U Ha KMeTa Ha oblinHaTa.

(2) B cinydaii Ha BbpHAT KOHCTaTUBEH MPOTOKON Mo wi. 40, u3npareH 4pe3 JMIEH3UpPaH JOCTaBUYMK Ha KypUEPCKU
YCJIYTM M HEIOJIydeH OT JOCTaBYMKa Ha COLMaliHaTa Yciyra, MPOTOKOJIBT C€ BpbhUBA Ha MACTO B AreHIUATA 3a
Ka4CcCTBOTO Ha cCouunanHuTe Yycnyrm, 3a KOETO A0CTaBUMKBLT Ha cCcouumasiHaTa Yycnyra ce
yBeAOMSABa NMpeaBapuUTesiHO B TpuaHEBEH CPOK OT BPbLWAHETO Ha MPOTOKOJ1a.

(3) OTKa3bT UM HEIBSIBAHETO Ha MMpOBEPsABaAHUA JOCTABUYUK HA COLIMATIHU YCIIYIU Aa MPUEMC KOHCTaTUBHUA ITPOTOKOJI
mo ui1. 40 ce YAOCTOBCPsBA C IMOAIINCA ITOHE HAa CIUH CBUACTCII, KATO B IIPOTOKOJIA CC oTOeIISI3BaT TPpUTC UMCHA, EI'H u
aapeChbT MY. B To3mn CJIy‘-IaI‘/JI KOHCTAaTUBHUAT IMPOTOKOJI C€ CUMTA 3a BPBUYCH HA JOCTAaBYHMKA HA COONUAIHH YCIIYI'U.

(4) KoncratuBHusT ipotokon mo wi. 40 Moxke aa Obe M3MpPATeH MO eJIEKTPOHEeH NBT upe3 Cucremara 3a CUTYpHO
€JIEKTPOHHO BpbuBaHe uin ype3 Cucremara 3a eneKTpoHeH 0OMeH Ha ChOOLICHUS.

(5) Cnen BpBUBAHC HA KOHCTATUBHUSA IIPOTOKOJ 11O HJI. 40 HalipaBC€HUTC B HCTO KOHCTATAllUM HC MOraT Oa 6T>I[8.T
npepasriCKaIaH, UBMCHAHN UJIX OTMCHSHU.

Ya. 42. (1) B ciyuait Ha ycTaHOBEHHM HECHOTBETCTBHUS Ha COIMAJIHATA YCIyra ChC CTAaHIAPTHUTE 3a KA4eCTBO Ha
conManHute ycnyrm B 10-gAHEBEeH CpPOK OT M3BbpLUBAHE HA NpoBepkaTa ANBXHOCTHO nuue oT
npoBepsaBawiuTe MU3rotB4d BbB3 OCHOBA HaA KOHCTATUBHUA TMPOTOKOJZT MO 4. 40 nucMeHo
MOTUBUPAHO MNpeajioKeHne A0 U3MNMbJIHUTENHNA AOUPEKTOP Ha AreHumaTa 3a KayecTBOTO Ha
coumanHnTe ycnyrm 3a wm3gaBaHE Ha 3aAb/IKXUTENHO npeAarnnmcaHne 3a OTCTpaHABaHE Ha
YCTaHOBEHOTO HECBHOTBETCTBUE.

(2) B®3 ocHOBa Ha NpCAIIOKCHHUCTO T10 all. B TPUAHCBCH CPOK OT HCTOBOTO IMOJY4aBAHC UBIIBIIHUTCIIHUAT JUPCKTOP

Ha ATeHIUsATa 3a KA4€CTBOTO Ha COLMANTHUTE ycnyrm mam onpaBoMoLLEHO OT HEFro ANBXHOCTHO J1nue
n3gaBa 3aab/IXKUTENTHO NpeanncaHne Ha AOCTaB4YMKa Ha COUMaJIHU YyCnyrun 3a OTCTpaHdBaHeE
Ha YCTAHOBEHOTO HECBHOTBETCTBUE CbC CTaHAAPTUTE 3a Ka4d4eCTBO Ha COUMaHUTE YCNYyTrun.

Y. 43. (1) 3aabmKUTETHOTO Tpeanrcanue mo wi. 42, an. 2 chabpiKa:
1. KOoHCTaTUpaHUTE MPU TPOBEPKATA HAPYILICHHUS;

2. peiicTBHsTa, KOMTO ClelBa Ja C€ MpEANnpueMar OT JOCTAaBUMKA Ha COLMAIHU YCIYIM 3a OTCTpaHsBaHE Ha
HapylIeHusTa no T. 1;

3. MOAXOAAII CPOK 32 OTCTpaHsIBaHE Ha HapyLIEHUATa MO T. 1 choOpa3HO TEKECTTA U CTEMEHTA UM;

4. 3a1bJDKEHNE Ha JOCTaBUMKA HA COLIMAJIHU YCIYTH Jia IPEJCTaBU Ha ATCHIUATA 3a KaYeCTBOTO HA COLUMASTHUTE

yCnyrm B cpoka no T. 3 NUCMeHa WHGOopMauuss 3a npeanpueTuTe OT Hero AenctBus 3a
OTCTpaHsiBaHE Ha HapyleHusaTa no T. 1.

(2) B pamkute Ha cpoka no an. 1, T. 3 Arennusra 3a KaueCTBOTO H@ COLIMAJIHUTE YCNyrM NpenoctaBs Ha
AO0CTaB4YMKa MeToAMNYHYECKa NoagKperna 3a I'IOLI,O6DF|BaHe Ha Ka4eCTBOTO Ha ycayrarTta.

Y. 44. (1) Cnen npeacrasae Ha nHopmarusrTa mo wi. 43, an. 1, 1. 4 uinm u3Tnvane Ha cpoka mo uwi. 43, am. 1, 1. 3
Ce M3BBPIIBA MMOCIEBAIIA TPOBEPKA 32 YCTAHOBSIBAHE HA U3IMBJIIHEHUETO Ha 33bJKUTEIHOTO MPEANUCcCaHue Mo Wi. 42,
an. 2.

(2) 3a u3sicHeHUTE JaKTH W OOCTOSATEIICTBA MIPH MOCJICIBAIATA TPOBEPKA CE ChCTaBsl KOHCTATUBEH MPOTOKOJI IO pejia
Ha yi. 40.

(3) Ilpu koHCTaTHpaHO MpPH MOCIEABAIATA MPOBEPKA MBIHO HJIM YaCTUYHO HEU3N'BIHEHHUE Ha 3aIBIDKUTEIIHOTO
Mpeanvucanue mo wi. 42, ajn. 2 Ha TOCTaBYMKA CE JaBaT JOMBIHUTEIHH YKa3aHUS U CE OMpPEIes TONMBIHUTEICH CPOK
3a OTCTPaHsABaHE Ha HECBOTBETCTBHMETO CHINIACHO WiI. 59, ail. 4 0T 3aKkoHa 3a COLUAIHUTE YCYTU.



Y. 45. (1) Cnen u3rnuaHe Ha cpoka 1o wi. 44, ani. 3 ce U3BBpIIBA MOBTOPHA MOCIE/BAIlA TPOBEPKA 33 YCTAHOBSIBaHE
Ha U3MBJIHEHUETO Ha 3aIbJDKUTEIHOTO MpeANcaHue o wi. 42, an. 2 B paMKUTE Ha JOMBIHUTEIHUS CPOK.

(2) 3a uzsicnenute QakTu U OOCTOATEJICTBA PH IOCJE/IBAIATa IPOBEPKA CE ChCTaBsl KOHCTaTUBEH MPOTOKOJ 1O peaa
Ha ui. 40.

Yia. 46. (1) Ilpu koHCTaTMpaHO MpH IOBTOPHA IIOCIEJBAIA MPOBEPKA HEU3IBIHEHHE Ha 3aJbIKUTEIHOTO
npeanucanue mo wi. 42, ajn. 2 B paMKUTE Ha JOMBIHUTEIHUS CPOK IPOBEPSBAIIOTO JUTBKHOCTHO JIMIIE ChCTaBsl akT 3a
YCTAaHOBSIBAHE Ha aJMUHMCTPATUBHO HAapyIeHHE Ha JOCTaBYMKA HAa COLMAIHU YCIYTM M H3IOTBA IHCMEHO
MOTUBHUPAHO IPEIOKEHHUE 10 M3IIBIHUTENHUS TUPEKTOP Ha ATEHIMATA 32 KAYECTBOTO HA COLMAJIHUTE YCIYTW.

(2) Kpm mpemioxenuero mo ai. 1 ce mpuiarat KOMHsi OT KOHCTaTUBHUTE MPOTOKOIM OT BCHUYKU H3BBPIICHU
MPOBEPKHU, KAKTO U APYTU MaTepuaIl Mpu HEOOXOMMOCT.

Y. 47. Be3 ocHOBa Ha akta 1o wi. 46, an. | M3NBIHUTETHUAT AUPEKTOP Ha AreHIMATA 32 Ka4eCTBOTO HQ

coumasiHUTe YCIyrm uam onpaBoOMOLLEHO OT HEro ANbXXHOCTHO NMLE M3daBa Ha AOCTaBuYMKa Ha
coumasnHu ycnyru:

l. HaKa3aTeNHO MOCTAaHOBIICHHUE 110 IIaBa €AMHAECETA OT 3aKOHA 33 COUUATHUTE YCIYTWU;
2. 3aABIDKUTEIHO MPEANUCAHNE MK 3a110Be] 110 wi. 60, anr. 1 or 3akoHa 3a COLMAIHUTE YCAYTIW.

Y. 48. KmeThT Ha oOnMHATa, Ha KOTOTO € M3/IaJCHO 3aIBJDKUTEITHO Npeanucanue mo 4i. 60, am. 1, . 1 uam 2 ot

3akoHa 3a COMANHUTE YC/TYrW, € ANbXeH B 30-4HEBEH CPOK OT HErOBOTO MoJlyYaBaHe Aa yBeaoMU
M3MbAHUTENHUSA AMPEKTOp Ha AreHuMsiTa 3a KayecTBOTO Ha CouMaNHUTE YCyrn 3a
npeanpueTuTe OT HEro AEWCTBUSA 3a@ M3MbJIHEHWE HA 3aAb/HKUTENHOTO MNpearnucaHuMe unu 3a
NPUYMHUTE 3@ HEFOBOTO HEU3MbJIHEHUE.

Y. 49. (1) B cayuail Ha U31aeHO 3aIbDKUTENHO Ipeanucanue no wi. 60, an. 1, 1. 1 or 3akoHa 3a cCOLMATHUTE

YCNYyrm KMeTbT Ha obluHaTa npeacTaBs Ha W3NbAHUTENHUS AMPEKTOp Ha AreHuuaTa 3a
Ka4yeCTBOTO Ha COUMANIHUTE YCNyru NPOTOKOJS C pe3yntatute OT NpPOBEeAEeHMS KOHKYpPC MO 4.
64, an. 1 oT 3akoHa 3a couuasHUTE yCNnyru B TPMAHEBEH CPOK OT HEFOBOTO U3rOTBSIHE.

(2) Ilpu ycraHoBeHa B MPOTOKOJIA JIMIICA Ha M30paH KaHIUJAT B TPUIHEBEH CPOK OT IOJy4aBaHE Ha IMPOTOKOJIA
U3IBIHUTEIHMAT JUPEKTOP HAa ATEHIMATA 3a KaueCTBOTO Ha COUMASIHUTE YCNyruM npaBu MOTUBUPAHO
npeanoxeHue no 4n. 60, an. 2 oT 3aKOHa 3a couuaHUTE YCNYru.

(3) Ksm mpemioxeHuero mo ai. 2 ce MpuiiaraT KOMHsS OT KOHCTAaTUBHUTE MPOTOKOIM OT BCHYKU HM3BBPIICHU
MPOBEPKHU, OT MPOTOKOJIA MO aj. 1, KaKTO U JPyru MaTepuaau Npu HeoOX0IMMOCT.

Ya. 50. (1) B cinyqaii Ha ycTaHOBEHM HapyIIEHWs IPU NPOBEpKUTE mo wi. 36, an. 1, T. 2, 3 u 4 npoBepsABaIOTO
JUIbKHOCTHO Jiniie B 10-IHEBEH CpOK OT HU3BBPUIBAHETO Ha IpPOBEpPKATa CbCTaBsi akT 3a YCTAHOBSIBaHE Ha
aJIMUHUCTPAaTUBHO HapyIIEHHUE.

(2) Bb3 ocHOBa Ha akTa Mo aji. | W3MBIHUTEIHUAT AUPEKTOp Ha AreHIMATa 3a KauyeCTBOTO Ha COLUMASTHUTE
ycnyrm mam onpaBoMoLLEHO OT HEro0 AJ/TbXXHOCTHO JIMLUE M34aBa HaKa3aTeJ/IHO NMOCTaHOBJIEHUE.

Ya. 51. (1) ’Kanbu u curHanu 3a HapyleHU MPpaBa 10 3aKOHa 3a COLMAIHUTE YC/TYIM U HOPMATUBHUTE aKTOBE

no HEeroBoToO nMnpwunaraHe ce nogaBaT YCTHO - Ha MACTO WM NO TeJ'IeCDOH, ninm nNMUCMeEHO,
BKITHOYNTENHO MO €JIEKTPOHEH MbT, KAaTO JINLIETO Ce VI,CI,eHTVICbMLl,VIpa npea cny>xXumtend.

(2) Ilpu monaBane Ha >kandaTa WM CUTHANA JUIETO TPsAOBaA J1a MOCOYH:

1. mocTaBUMKa Ha COIMANIHU YCIYTH, Cpellly KOTOTO MOoJaBa andara WU CUTHANA, KAKTO U MSCTOTO, Ha KOETO Ce
MPEeI0CTaBs COLMaIHATA YCIIyra;

2. KOHerTHI/I OIl'TaKBaHU S UJIN UCKAaHU I,
3. I0Ka3aTeNICTBA, aKO JKAJTOOIMOIATENIAT pasojiara ¢ TAKUBa,

4. nme u KOOpAHWHATH 34 BPb3KaA.



(3) AHOHUMHH XKaJIOU UJTM CUTHAJIHN HE Ce pa3miekaar.

Yui. 52. (1) CpoxbT 3a pasriexaane Ha skainOu U curHanu € 10-THeBeH OT jaTara Ha MOJaBaHEeTO UM.
(2) Cpoxbt 10 an. 1 e emHOMECEUCH, aKO € HeOOX0IMMO U3BBPIIBAHETO HA MPOBEPKA HA MSCTO.

(3) Ilpu HEOOXOIMMOCT OT U3BBPIIBAHE HA ITPOBEPKA TS C€ U3BBPIIBA MO peia Ha TO3M pa3ed.

(4) 3a pe3ynraTuTe OT IpOBEpKaTa U MPEANPUETUTE JCHCTBHUS MO jkajabaTa U CUTHaA ce YBEAOMSBA U JIMIIETO, MOJAJI0
*anbara U CUTHAmA.

Y. 53. 3a Bcska HU3BBPIICHA ITPOBCPKA CC ChbCTABA JOCUC, KOCTO ChAbprKa:

1. 3aIllOBCATA 3a U3BBPIIBAHC HA MMPOBCpPKATA, U3AaZICHA OT HU3NBIHUTCIHUA AUPCKTOP Ha AFCHI_[I/ISITa 3a Ka4e€CTBOTO
Ha couunasHUTE YCnyru;

2. JOKYMCHTHUTE, ITOJTYYCHU U CbCTAaBCHHU B X0Ja HAa ITPOBCpPKATA,
3. HU3JaJCHUTE B paMKUTC HAa IIPOBCPKATa CTAHOBHIIA, 3alIOBEIN U 3aIbJDKUTCIIHU MPEAIINCAHU S,

4. HU3OaICHUTC aKTOBC 3a YCTAHOBABAHC HA AJIMUHUCTPATUBHH HAPYHICHHA 1 HAKA3aTCIIHU ITOCTAHOBJICHU A.

Y. 54. (1) Besxa romuna 10 31 MapT ArennusaTa 3a Ka4eCTBOTO H@ COLMANIHUTE YCIYyrn u3rotes 0606LueH
OTYET Ha PE3YNTaTUTE OT KOHTPOJIHATA AEeNHOCT Ha AreHumsaTa 3a npegxoagHata rogaunHa.

(2) B otuera o an. 1 ce BrtouBa uHQOpMaIus OTHOCHO:
1. 6post Ha maeHUTE CTAHOBHUINA IO WI. 54, ajl. 2 0T 3aKoHa 3a COLMAIHUTE YCYIU;

2. Opos Ha M3BBPIICHUTE OT ATCHIUSATA 3a Ka4€CTBOTO Ha@ COLMASIHUTE YCAYru MpoOBEpPKWU, FpynupanHu
c1:o6pa3Ho OCHOBaHWMATa 3a U3BBPLUBAHETO UM,

3. KOHCTAaTUPAHUTC B PAMKUTC Ha IMPOBCPKUTC HAPYHICHUSA, aHAJIU3 Ha Hal-4eCTUTE HapyHoICHUA U OPCIIOPBKU 3a
TAXHOTO NPCAOTBPATABAHC,

4, 6p0$[ Ha U3JaAJCHUTC 3aAbJDKUTCIIHU NPCANIMCAHNA Ha JOCTABYUIIUTC Ha COLIMATIHU YCIIYT'U,
5. 6p0$[ Ha OTHCTUTC JIMICH3U 3a MPEAOCTABAHE HA CONMAIIHU YCIYIH U OCHOBAHHUCTO 3a OTHEMAHETO UM,

6. TPYAHOCTHU IIPpHU OCBUICCTBABAHC Ha KOHTPOJIHATa I[CI‘/'IHOCT Ha AI‘CHL[I/IﬂTa 3a Ka4YeCTBOTO HaA coumnanHute
ycnyru.

Ya. 55. Arennusra 3a KauecTBOTO Ha COUMASIHUTE YC/YrM M3BbpLUBA €XEroAeH MOHUTOPUHI Ha
HauUMOHANHO HMBO Ha e@geKTMBHOCTTA Ha coumanHute ycnyrm no yn. 118 ot 3akoHa 3a
couuanHnTe ycnyrmu 4ypes cregHute metoaun:

1. cxOupane, 0OpaboTBaHEe, aHAIM3UPAHE U ChXPAaHsIBAaHE HA MHQPOpMAIIHATA 32 PE3YITATUTE OT KOHTPOJIHATA JCHHOCT
Ha AreHIusiTa;

2. crOupane, 00paboTBaHe, aHATM3UPAHE U ChXpaHsBaHEe HAa WHMOPMALUATA OT TOMUIIHUTE OTYCTH HA JIOCTABUUIIUTE
Ha COI[MAIHH YCIIYTH;

3. ceOupane, 0OpaboTBaHe, aHAIM3WPAHE M ChXpaHsABaHE Ha WHQOpMAIUATA OT TOJUINIHUTE aHAIW3U Ha OOIMHHUTE
OTHOCHO ChCTOSHHMETO ¥ €(EKTMBHOCTTA HA COLIMAIIHUTE YCYIU;

4. mpoBeXk/IaHEe Ha CUCTEMHH HAOIOJICHUS HA ChbCTOSIHHETO U €)eKTHBHOCTTA Ha COITUATTHUTE ycnyru;
5. ochInecTBsIBaHE HA MH(POPMAIIMOHEH OOMEH C JOCTABYUIIMTE HA COITMAIHY YCIYTH U OOIMHUTE;

6. IpoBeXJaHe HAa MHTEPBIOTA C JIHMIA, MOJ3BAld COLMAIHMU YCIYTH, U C TEXHUTE OJU3KA W/WIM ChC 3aKOHHHU
IPEJICTABUTENH C 1ie] ChOMpaHe Ha HHGOPMAUsA OTHOCHO TAXHATa OLIEHKA Ha KA9€CTBOTO Ha YCNYruTe;

7. aHaIHu3 " nperiiea Ha BbBCACHUTC OT JOCTABYNIIUTE HA COUAIIHA YCIIYT' I[O6pI/I IIPAaKTHUKHA



8. MPOBCKIAHC Ha UHTCPBIOTA C PbKOBOAUTCIIN HAa COLIMAIIHU YCIYIH U TCXHHU CIIYKUTCIIN.

Y. 56. (1) Beska roguHa 10 15 1001 U3NBIHUTETHUAT JUPEKTOp Ha ATEHIUATA 3a KAUECTBOTO HA COUMASIHUTE
yCNyru yTBbpXXAaBa exXeroaHmst aHanms no un. 118, an. 2 ot 3akoHa 3a coumnasHuTe yCayru.

(2) B 7-nHeBeH CpoK OT YTBBP)KJIaBAaHETO Ha aHaju3a Mo aji. | Toil ce myOiMKyBa Ha €JIEKTpOHHATa CTpaHWIla Ha
ATeHIIUATA 32 KAYECTBOTO Ha COLUMATHUTE YCNYyru.

Y. 57. (1) U3nbIHATENHUAT IUPEKTOP HA ATEHIUATA 33 KaYECTBOTO Ha COLMANIHUTE YCNyru yTBbpXAaaBa
KPpUTEPMN 3a aHAJZIN3 Ha ﬂ,06pl/l NMPaKTUKM 3a BUCOKO KaydeCTBO U eq)eKTVIBHOCT Ha couunanHumTe
yCnyru.

(2) Bp3 ocnoBa Ha kpuTepuuTe 1O an. 1 AreHnusTa 3a Ka4eCcTBOTO Ha COLMANIHUTE YCIYrM M3BbPLUBA
I'IO,EI,60|:) Ha ,EI,O6|:)M NMPaKTNKM 3a BUCOKO Ka4yeCTBO U ed)eKTVIBHOCT Ha couMnaHNTE yCnyru.

(3) M3nbaHUTENHUAT TUPEKTOP Ha ATEHIMATA 32 KAYeCTBOTO Ha@ COLMANIHUTE YCNyrun yTBbpXxaaBa aobpu
NPaKTUKN 3@ BUCOKO KayecTBO U e(deKTUBHOCT Ha CouMasiHUTe YCayrn no npennoxeHue Ha
avpekTtopa Ha aupekuus "KOHTpOsa, MOHUTOPUHI M NMUEH3MpaHe Ha couuanHute ycnyru" B
AreHumaTa.

HPEXOJHU U 3AKJTIOYUTEJIHAU PASIIOPE/IBA

§ 1. (1) o npuemanero Ha Hammonamnara KapTa Ha COUMAJIHUTE YCAYFM 3@ COUMANIHUTE YCAYrH,
npenocTtaBsHM B AHEBHM LEHTPOBE 3a Aeua W/vunm Mnagaexm C yBpexAaaHus M B AHEBHU
LeHTpOBe 3a geua u/vmnm Mnaaexum c yespexaaHusa (c lNporpama "PaHHa WHTEpBEHUMS Ha
yBpexaaHuaTta'), ce npunaraTt CTaHAapTUTe 3@ KayecCcTBO 3a CliegHuTe COoUuMasiHM YCyru no
un. 15 oT 3akoHa 3a coumasiHuTe yCnyru:

1. THeBHA TpUIKa;

2. nunpopMupaHe U KOHCYITHpaHe (KaTo CrielHaln3upaHa yciyra);

3. 3aCTBIIHUYECTBO U MOCPETHUYECTBO;

4. Tepanus U pexaOuITUTAIUS,

5. oOydeHwue 3a npug00MBaHe Ha YMEHHUS (KaTo CreuaTn3upana yciayra);

6. mojkperna 3a MpuaoOMBaHe HAa TPYAOBU YMEHHUS (32 MJIaIeKu Haja 1 6-TouIIHA BB3pAacT).

(2) Mo mnpuemanero Ha HanmomanHata kapra Ha COLMAalHUTE YCAYrM 3@ COUMANIHUTE YCAYrH,
npeaoCctaBdHn B [AHEBHWM UEHTPOBE 3a [Aeua VI/VU'IM Mnagexmnm C TeXKNM MHOXeCTBEHU
yBpeXaaHnA, Ce rnpunarat CtTaHaAapTUTe 3a Ka4eCTBO 3a CZ1egHUTE CoUuUnaiHN YCIYyru rno 4n. 15
OT 3aKOHa 3a coumanHUTe yCryru:

1. 1HeBHA TpUIKa;

2. nHpopMUpaHe U KOHCYITHpaHe (KaTo CrienHaln3upaHa yciyra);

3. 3aCTBITHUYECTBO U MTOCPETHUYECTBO;

4. Tepanus U pexaOuITUTAIUS;

5. oOyueHwue 3a mpUAO0OMBaHE Ha YMEHHUS (KaTo CrieIUaIu3upaHa yciyra).

(3) Hdo mnpuemanero Ha HanmoHanmHaTta KapTa Ha COIMATHUTE yCcnyru 3a couumanHute Yycnyrwm,
npeaocTaBssHM B [HEBHM LEHTpOBE 3a noakpena Ha Jgeua C YBpeXAaHUus U TexHuTe
ceMencTsa, ce npwiaraT CTaHZapTuTe 3a Ka4yecTBO 3a CliefHuTe coumanHu ycnyrm no yn. 15
OT 3aKOHa 3a coumanHuTe yCryru:

1. THEeBHA TpUIKa;



2. uadopMupaHe U KOHCYITUpaHe (KaTo 00IIOIOCTHITHA U KAaTO CIIeHau3upaHa yciiyra);

3. obmHOCTHA paboTa;

4. 3aCTBITHUYECTBO U MOCPEIHINYECTBO;

5. Tepanus U pexaOrIuTaIus;

6. oOydeHue 3a npugoOMBaHe Ha yMEHHUS (KaTo OOIIOAOCTBITHA U KaTO CTIelMaIu3upaHa yciayra);
7. moakpena 3a mpu00rMBaHe Ha TPYAOBH YMEHHUS (32 MIIaIe)KH HaJl 16-rouIHa BB3pacT).

(4) Ho mnpuemanero Ha HanuonanHata kapra Ha COLMalHUTE YCNYrM 3@ COUMASIHUTE YCAYrH,
npeaocCtaBsdaHmM B AHEBHW LEHTPOBE 3a A€lUa U MaadeXun C yBpexagaHuda - ceaMmnyHa rpmxa, ce
npunaraT CTaHAapTMTe 3@ KadecTBO 3a C/ieAHUTe couManHu ycnyru no 4n. 15 ot 3akoHa 3a
coumasnHuTe yCnyru:

1. THeBHA TpUIKa;

2. nundopMupaHe U KOHCYITHpaHe (KaTo Criennaln3upaHa yciyra);

3. 3aCTBIIHUYECTBO U NTOCPEHUYECTBO;

4. Tepanus U pexaOuIUTaIUS,

5. oOyuenue 3a mpu00MBaHe Ha yMEHUA (KaTO CIeHaTU3upaHa yciiyra);

6. ojIKkperna 3a npuAoOMBaHe HAa TPYAOBU yMEHHUS (3a MJIa/IeKu Hajl 16-roiuIHa BB3pacT);
7. pe3uIeHTHA IPUXKa - OT MOHENIEIHUK JI0 TETHK.

(5) Mo mnpuemanero Ha HanmomanHata kapra Ha COLMAalHUTE YCNYrM 3@ COUMANIHUTE YCAYrH,
npegoctaBdHn B AHEBHWU LEHTPOBE 3a MNbJIHONETHU NNLUa C YyBpeXAaHud, Cce npunarart
CTaHAApPTUTE 3a Ka4eCTBO 3a C/ieagHUTE CoumnmasiHn yCciyru no 4. 15 oT 3akoHa 3a couuanHute
yCnyru:

1. 1THeBHA TpUIKa;

2. nHpopMUpaHe U KOHCYITHpaHe (KaTo CrienHaln3upaHa yciyra);

3. 3aCTBIIHUYECTBO U MTOCPEHUUYECTBO;

4. Tepanus U pexaOMIIMTaIUs;

5. oOyueHnue 3a mpu100MBaHe Ha yMEHU (KaTo ClielMalu3upaHa yciyra);
6. moaKpena 3a npu00MBaHe Ha TPYIOBU YMEHHUSL.

(6) o mnpuemanero Ha HanuonanHata xapra Ha COLMAalHUTE YCAYrM 3@ COUMAIHUTE YCAYrH,
npeaocCtaBdHmM B AHEBHW LEHTPOBE 3a MbJ/IHONIETHU J1IMLUA C TEXKU MHOXECTBEHU YBpPEXAaHUA,
ce npwunaraT CTaHAapTUTE 3a KAa4YeCTBO 3a CNeAHUTE COUManHM ycnyrm no 4n. 15 ot 3akoHa 3a
counanHuTe ycnyrum.

1. THeBHA TpUKa;

2. uaopMupaHe U KOHCYITHpaHe (KaTo CIelHaln3upaHa yciyra);
3. 3aCTBIIHUYECTBO U MOCPETHUYECTBO;

4. Tepanus U pexaOUIUTaIIHS;

5. oOyueHwne 3a MpUAOOMBaHE Ha YMEHHUS (KaTo CeIUaIu3upaHa yciyra).



(7) Mo mnpuemanero Ha HanwonanHaTa Kapra Ha COUMAIHUTE YCJYrM 3@ COUWANIHUTE YCAYrH,
npeaoCtaBdHmM B AHEBHU LIEHTPOBE 3a MbJ/IHOJNIETHU J1MUA C YBpEeEXAaHUA - ceaAMUYHa Tpuxa,
ce npunaraT CTaHAapTUTE 3a KAa4ecTBO 3a CNeAHUTe coumasaiHM ycnyru no yna. 15 ot 3akoHa 3a
coumnanHumTe ycnyru:

1. nHEeBHa rpuKa;

2. uaopMupaHe U KOHCYITUpaHe (KaTo Crelralu3upaHa yciyra);

3. 3aCTBITHUYECTBO U MOCPEIHUYECTBO;

4. Tepanus U pexaOUIUTALIHS;

5. oOydeHue 3a npugoOMBaHe Ha YMEHHUS (KaTo clieluaiu3upaHa yciayra);
6. moJIKpena 3a MpuI00MBaHe Ha TPYJIOBU YMCHHS,

7. pe3uJeHTHA IPUIKA - OT MOHEAETHHUK JI0 METHK.

(8) o mnpuemanero Ha HanuonanHata kapra Ha COLMalHUTE YCNYrM 3@ COUMASIHUTE YCAYrH,
npeaocCtaBdaHmM B AHEBHU LEHTPOBE 3a CTapu XOopa, Ce npunarat CtaHaapTMTe 3a Ka4eCTBO 34
cneagHunTe counasziHn ycnyrm no 4n. 15 oT 3akoHa 3a couunanHurte YCNyrun:

1. nHpopMUpaHe U KOHCYITHpaHE (KaTo CrelHaIu3upaHa yciyra);
2. 3aCTBIIHUYECTBO U MOCPEAHHUYCCTBO,
3. oOyueHue 3a MpUAOOMBaHE HA YMEHHUS (KaTO CeIUAIU3UpaHa yciyra).

(9) Mo mnpuemanero Ha HammonamHata KapTa Ha COIHAIHUTE yCnyrm 3a couumanHute YCnyru,
npenocTaBsiHM B LEHTPOBE 3a couuanHa pexabunutauma u nHterpaumsa 3a geua n Maagexu v
B LEHTpOBEe 3a couumasiHa pexabunutaums n mHTerpaums 3a geua m mnagexu (c MNporpama
"PaHHa WHTEpPBEHUMS Ha YyBpexaaHusaTa"), ce npunarat cTaHg4apTUTe 3a KadecTBO 3a
cnefHnTe coumanHun ycnyrm no 4n. 15 ot 3akoHa 3a coumanHute ycnyru:

1. nH(OopMUpaHe U KOHCYITUPaHE (KaTo OOIOAOCThITHA U KAaTO ClIelMau3upaHa yciyra);

2. o0mHocTHa paboTa;

3. 3aCTBITHUYECTBO U MOCPETHUYECTBO;

4. Tepanus U pexaOUIUTALIHS;

5. oOydeHue 3a npuoOMBaHe Ha yMEHHUS (KaTo OOIIOAOCTBITHA U KaTO CIIelMaIu3upaHa yciayra);
6. moJKperna 3a Mpuao0MBaHe Ha TPYAOBU yMEHHUS (32 MJIaIeKu Haa 1 6-TouIIHA BB3pacT).

(10) Mo mnpuemanero Ha Hanuonanmata xapra Ha COUMANHHTE YC/AIYrM 3@ COUMANHUTE YCAYrH,
npeaocTaBssHU B LEHTPOBE 3a coumanHa pexabunutaums n MHTerpaums 3a MbAHONETHM MU,
ce npunararT CTaH4apTUTe 3a KayecCcTBO 3a C/eAHUTe couuanHu ycnayru no 4ia. 15 ot 3akoHa 3a
couuanHuTe ycnyru:

1. nHpOpMUpaHE U KOHCYITHpaHE (KaTo 0OMI0IOCTHITHA U KaTO CHEIUATU3UpaHa yCIIyra),

2. obmHOCTHA paboTa;

3. 3aCTBITHUYECTBO U MOCPETHUYCCTBO;

4. Tepanus U pexaOuIUTAIUS;

5. oOydeHwe 3a npugo0MBaHe Ha yMEHHUS (KaTo OOIOAOCTHITHA U KaTO CIICIHAIU3UPaHa YCIIyTra);

6. mozakpena 3a npuoOMBaHe HA TPYAOBH YMEHHSL.



(11) Mo mnpuemanero Ha HanuonanHata xapra Ha COUMAIHHTE YC/IYrM 3@ COUMASIHUTE YCAYrH,
npeaocCtaBdHM B LEHTPOBE 3a obuwecTBeHa noakpena " B 06LWHOCTHH LeEHTPOBE 3a A€la U
ceMelicTBa, ce npunaraTt CTaHAApTUTE 3a KA4YeCTBO 3a C/ieAHUTe COoUManHu ycnyrm no un. 15
OT 3aKOHa 3a coumanHute YCIyrn.

1. nH(opMUpaHe U KOHCYITUPaHE (KaTo OOIOAOCThITHA U KAaTO ClIelMau3upaHa yciyra);

2. obmHocTHA paboTa;

3. 3aCTBITHUYECTBO U MOCPEIHUYECTBO;

4. Tepanus U pexaObunuranus (cCaMo CTaHIapTUTE 3a TepaIusl);

5. oOydeHue 3a npugoOMBaHe Ha yMEHHUS (KaTo OOIIOAOCTBITHA U KaTO CIIeliMaIu3upaHa yciayra);

6. ocurypsiBaHe Ha IOJCJIOH 3a Jella - XKEPTBH Ha JOMAIlHO Hacujue, W 3a Jiena - KepTBU Ha Tpaduk (camo 3a
IEHTPOBE 32 OOIIECTBEHA MOAKPENa ChC 3BEHO 3a CIICIICH MTPHEM).

(12) Mo mnpuemanero Ha HanuonanHata xapra Ha COUMAIHHTE YC/IYrM 3@ COUMASIHUTE YCAYrH,
npeaoCcTaBssHM B LIEHTPOBE 3@ HACTaHsABaHe OT CeMeeH TUM 3a Jeua 6e3 yBpexaaHus, ce
npunaraT CTaHAapTMTe 3a KadecTBO 3a C/iegHuUTe coumanHu ycnyru no 4n. 15 ot 3akoHa 3a
coumnanHumTe ycnyru:

1. pe3uieHTHA TPUKa;

2. uapopMupaHe 1 KOHCYITHpaHe (KaTo CrielHaIu3upaHa yeiIyra);

3. 3aCTBIIHUYECTBO U MOCPETHUYECTBO;

4. obydenue 3a mpu00UBaHe HAa YMEHUS (KaToO CrelHaIN3UpaHa yCiayra).

(13) Mo mnpuemanero Ha Hanuomannara xapra Ha COUMANHHTE YC/IYIM 3@ COUMANIHUTE YCAYrH,
npeaoCctaBdHmM B LUEHTpOBE 3a HaCTaHdBaHE OT CeMeeH TUN 3a [Aeua M/VIJ'IM Mnagexum cC
yBpeXaaHnA, Ce rnpunarat CtTaHaAapTnTe 3a Ka4eCTBO 3a CZ1egHUTE CouUnaiHN YCIYyrun rno 4n. 15
OT 3aKOHa 3a couManHUTe YCIyru:

1. pesuieHTHa IrpuKa;
2. nHpopMUpaHe U KOHCYITHpaHe (KaTo crienHaln3upaHa yciyra);
3. 3aCTBITHUYECTBO U MTOCPETHUYECTBO;

4. Tepanus U pexabwinTanus (camMo 3a Jerara M MIAJeKUTE ¢ MEHTAJHU YBPEXJaHUA M CaMO CTaHAapTUTE 3a
Tepanus);

5. oOydeHwe 3a npugoOMBaHe Ha YMEHHUS (KaTo CeUaln3upaHa ycuyra).

(14) o mnpuemanero Ha Hanuonannara xapra Ha COUMANHHTE YC/IYTM 3@ COUMANIHUTE YCAYrH,
npeaocCtaBdHM B LEHTPOBE 3a HaCTaHdABaHeE OT CEMEEH TUM 3a ,u,eu,a/Mna,u,e»(M C yBpexaaHund
Cc I'IOTpe6HOCT OT NOCTOAHHU MEAUNUMNHCKU TPUXKN, Ce€ MnMpunarat CtTaHAapTUTeE 3a Ka4eCcTBO 3a.

1. HUHTCIpHUpPAHA 3paBHO-COIIUAJIHA YCJIyIa 3a pC3UACHTHA I'PUXKA 3a ACHa C TpaﬁHPI YBPCKIAHUA C HOTpe6HOCT oT
MOCTOSIHHU MCOANUTTUHCKU T'PHUIKU;

2. nHpopMUpaHe U KOHCYITHpaHe (KaTo CrienHalu3upaHa yciyra);
3. 3aCTBITHUYECTBO U MOCPETHUYECTBO;
4. obydeHue 3a mpu0O0UBaHe HAa YMEHUS (KaTo CIeHaIM3UpaHa yCiayra).

(15) Mo mnpuemanero Ha Hanuonannata xapra Ha COUMAIHHTE YC/AIYrM 3@ COUMANIHUTE YCAYrH,
npeaocCtaBdaHM B LEHTPOBE 3a HACTaHABAHE OT CEMEEH TUM 3a MbJIHONETHU JiMLA C NCUXUYHUA
pa3CTpoOWCTBa, Ce nMpwuiaraT CTaHAapTUTE 3a KauyecTBO 3a C/IeAHUTE COLUMasHW YCAyru no un.



15 oT 3akoHa 3a counanHuTe ycnyru:

1. pesuaeHTHA rpuKa;

2. uadopMupaHne U KOHCYITHpaHe (KaTo CIelraln3upaHa yciyra);

3. 3aCTBITHUYECTBO U MOCPETHUYECTBO;

4. Tepanus U pexabunurtanus (caMo CTaHIapTUTE 3a Teparusi);

5. oOyueHwne 3a MpUAOOMBaHE Ha YMEHHUS (KaTo CeIUaIu3upaHa yciyra).

(16) o mnpuemanero Ha Hanuonannata xapra Ha COUMANHHTE YC/AYrM 3@ COUMANHUTE YCAYrH,
npenocTaBsiHM B LEHTPOBE 3@ HacTaHABaHe OT CeMeeH TUM 3a NbJ/IHOMIETHU Nuua C AeMeHums,
ce npunararT CTaH4apTUTe 3a KayecCcTBO 3a C/eAHUTe couuanHu ycnayrum no 4ia. 15 ot 3akoHa 3a
couuanHuTe ycnyru:

1. pe3naeHTHA TpUKa;

2. nHopmMupaHe U KOHCYATHpaHe (KaTo Crelnan3upana yciuyra);

3. 3aCTBIIHUYECTBO U MOCPETHUYECTBO;

4. Tepanus U pexabunuranus (caMo CTaHIapPTUTE 3a Teparusi);

5. oOydeHwue 3a npugoOMBaHe HA YMEHHUS (KaTo Creuain3upaHa yciuyra).

(17) Mo mnpuemanero Ha HanuonanHara xapra Ha COUMAIHHTE YC/IYITM 3@ COUMASIHUTE YCAYrH,
npeaocCtaBdaHM B LEHTPOBE 3da HACTaHABAHE OT CEMEEH TN 3a MbJIHOJNIETHN JTnUa C q)VI3VI‘-IeCKVI
yBpexXagaHumd, ce npumnarat CtfaHAapTuTe 3a Ka4eCTBO 3a C1egHuUTe counaaHm ycnyrm no 4n. 15
OT 3aKOHa 3a couuanHuTe YCIyrun.

1. pesuaeHTHA rpuKa;

2. uaopMupaHne U KOHCYITHpaHe (KaTo CIelraln3upaHa yciyra);

3. 3aCTBITHUYECTBO U MOCPETHUYECTBO;

4. obydenue 3a mpugoOUBaHe HA YMEHUS (KaToO CIeHAIN3UpaHa yCayra).

(18) Mo mnpuemanero Ha Hanuomanmara xapra Ha COUMANHHTE YC/AYrM 3@ COUMANHUTE YCAYrH,
npegoctaBdHM B LUEHTPOBE 3a HaCTaHdABaHE OT ceEMeEeH TUM 3a MbJ/IHOJIETHU J1MUaA C YMCTBEHaA
M30CTaHAJIOCT, Ce npunarat CtTaHAapTUTe 3a Ka4eCTBO 3a CZ1IegHUTE COUUaJIHU YyCyrm rno 4n.
15 oT 3akoHa 3a coumasiHuTe ycnyru:

1. pe3naeHTHA TpUKa;

2. nHpopMUpaHe U KOHCYITHpaHe (KaTo CrienHalu3upaHa yciyra);

3. 3aCTBITHUYECTBO M MIOCPETHUIECTBO;

4. Tepanus v pexaOniIHTaIus (CaMo CTaHAapTUTE 3a TEpaIus);

5. oOyueHue 3a mpu00MBaHe Ha yMEHHUs (KaToO Clelalu3upaHa yciyra).

(19) Mo mnpuemanero Ha HanuonanHata xapra Ha COUMAIHHTE YC/IYrM 3@ COUMANIHUTE YCAYrH,

NnpeaocTaBssHU B LIEHTPOBE 3a HacCTaHABaHe OT CEMeeH TMM 3a CTapu xopa, ce npwunarat
CTaHAaApTUTE 3@ KAUYECTBO 3a C/IEAHUTE COLUMATHWU YCNyrv no 4n. 15 oT 3akoHa 3a couuanHuTe
YCNyru:

1. pe3uieHTHA IPHIKa;

2. uaopMupaHe U KOHCYITHpaHe (KaTo CHelUaln3upaHa yciyra).



(20) Mo mpuemanero Ha HanuonanHata xapra Ha COUMAIHHTE YC/IYITM 3@ COUMAJIHUTE YCAYrH,
npeaocCtaBdHM B LEHTPOBE 3a BPEMEHHO HAaCTaHABAHE, Ce€ npwuiarat CtaHAapTUTE 3a Ka4eCTBO
3a C/le4HuTE CouMasiHM ycnyrm no 4Yi. 15 ot 3akoHa 3a couuanHuTe ycnyru:

1. uadopmupaHe U KOHCYITHPaHe (KaTo Crelualn3upana yciyra);
2. 3aCTBITHUYECTBO M MIOCPEIHIUYECTRO;
3. ocurypsiBaHe Ha MOJCIIOH (3a OE3IOMHHU JIUIIA).

(21) Mo mnpuemanero Ha HanuonanHata xapra Ha COUMAIHHTE YC/AIYrM 3@ COUMASIHUTE YCAYru,
npeaoCtaBdHnM B KPpU3UCHU LEHTPOBE 3a A€ua, Ce npwuiarat CtTaHAapTuTe 3a Ka4decCcTBO 3a
cneagHunTe counasiHn ycnyrm no 4n. 15 oT 3akoHa 3a counanHuTe ycnyrun.

1. uadopmupaHe u KOHCYITHPaHe (KaTo Crelualn3upaHa yciyra);

2. 3aCTBITHUYECTBO M MIOCPEIHIUYCCTBO;

3. Tepanus U pexaOuauTaus (caMo CTaHJapTUTE 3a Teparnus);

4. obydyeHue 3a mpua0OUBaHe HA YMEHUS (KaTO CHEI[MaTu3upaHa yciyra);

5. ocurypsiBaHe Ha MOJICIIOH (3a Je11a, TOCTpaJaly OT JIOMAIIHO HAaCHIIKe, U 3a Jela - )KePTBH Ha TPaduK).

(22) Mo mnpuemanero Ha Hanuonannara xapra Ha COUMAIHHTE YC/IYTM 3@ COUMANIHUTE YCAYrH,
npeaocCtaBdHnM B KPU3UCHU LEHTPOBE 3a MbJ/IHONETHU JuMuUa, Ce€ npwunarat CtaHAapTuTe 3a
Ka4yeCcTBO 3a cneaHnTe counasiHn ycnyrm no 4in. 15 o1 3akoHa 3a coumnanHmTe ycnyru:

1. nH(opMUpaHe U KOHCYITUPaHE (KaTo Crelalu3upaHa yciyra);

2. 3aCTBITHUYECTBO U MOCPEIHHYECTBO;

3. Tepanus U pexabUIUTAIMS (CaMO CTAaHAAPTUTE 3a Teparus);

4. oOydenue 3a mpug00MBaHe Ha YMEHUS (KaTO CHEeNHAIM3MpaHa yCiIyra);

5. ocurypsiBaHe Ha MOJCIIOH (3a JIMIA, TOCTPAJAIA OT IOMAIlHO HACHJIME, U 3a JIMIA - )KEPTBU Ha TPAPUK).

(23) Jo mpuemanero Ha HanmonamHaTa KapTa Ha COIHAIHHUTE ycnyrm 3a couunanHuTe YyCnyrm,
npeaocTaBsgHM B NPUIOTU, Ce npunarat CTaHZapTUTe 3a KadecTBO 3a CrefHuTe counanHu
ycnyru no 4a. 15 ot 3akoHa 3a coumanHuTe ycnyru:

1. ma(opMUpaHe U KOHCYITUPaHE (KaTo Celraln3upaHa yciyra);
2. ocurypsiBaHe Ha IOJICJIOH (3a 0€310MHU JIU1A).

(24) Mo mnpuemanero Ha Hanuomannata xapra Ha COUMANHHTE YC/IYIM 3@ COUMANIHUTE YCAYrH,
npenoctaBsHU B 3BeHa "Manka n 6ebe", ce npunaraTt ctaHAapTMTE 3a Ka4yeCcTBO 3a cleaHuTe
coumanHu ycnyru no 4n. 15 ot 3akoHa 3a couuanHuTe ycnyru:

1. mH(opMUpaHe U KOHCYITUPaHE (KaTo CrelHalu3upaHa yciyra);

2. 3aCTBITHUYECTBO U MOCPEIHHYECTBO;

3. Tepanus U pexaOuanTanus (caMo CTaHJapTUTE 3a Tepanus);

4. oObyuyeHnue 3a npu100MBaHe HA YMEHUS (KaTO CHEUaTu3UpaHa yciyra);

5. ocurypsiBaHe Ha MOJICJIOH (32 OpeMEHHU >KE€HHU, 32 MalKU C Jiera 10 3-ToJIuIIHA BB3PACT, KAKTO U 3a JAPYruTe Jena,
KOWUTO NMPUPYKaBAT MalKaTa U ca HaBbPIIMIU 3-TOAUIIHA BB3PACT).

(25) Ho mnpuemanero Ha HammonanHara kapra Ha COLMAalHHMTE YC/YyrM 3@ COUMANIHUTE YCAyru,
npefocTaBsAHM B LEHTpoBe 3a paboTa C Aeua Ha ynuuaTta, ce npuiaraT CTaHAapTuTe 3a



KayeCTBO 3a c/iegHuUTe coumasiHM ycayrm no 4n. 15 ot 3akoHa 3a coumasiHUuTe yCnyru:

1. mH(opMUpaHe U KOHCYITUPaHE (KaTo CrelHalu3upaHa yciyra);

2. obumHoCcTHA paboTa;

3. 3aCTBITHUYECTBO U MOCPETHUYECTBO;

4. Tepanus U pexabunurtanus (caMo CTaHIapTUTE 3a Teparusi);

5. oOydeHue 3a npugoOMBaHe Ha yMEHHUs (KaTo crieluain3upaHna yciayra);

6. ocurypsiBaHe Ha MOJCJIOH (3a Jiella B KpU3MCHA CUTYallMs, B CBETJIaTa 4yacT Ha ICHOHOIIMETO).

(26) Jlo mpuemanero Ha Hanuonannata xapra Ha COUMANHHTE YC/AIYrM 3@ COUMANIHUTE YCAYrH,

NpefoCTaBsiHW B MPEXOAHM XWnuvwa, ce npuniaraT CTaHAapTUTE 3a KayecTBO 3a CleaHuTe
coumasnHu ycayru no 4n. 15 ot 3akoHa 3a coumasiHuTe YyCnyru:

1. pe3naeHTHA TpUKa;

2. nHpopMUpaHe U KOHCYITHpaHe (KaTo CrienHalu3upaHa yciyra);

3. 3aCTBITHUYECTBO M IIOCPETHUIECTBO;

4. Tepanus U pexaOminTaIus (caMo 3a MIBJITHOJETHY JIMIA C YBPEXKIAHHS M CaMO CTaHAapTUTE 3a Teparusi);
5. oOyueHue 3a mpu00MBaHe Ha yMEHHUs (KaToO Clelalu3upaHa yciyra).

(27) Mo mnpuemanero Ha Hanmonannara kapra Ha COLMAalHHMTE YC/yrM 3@ COUMANIHUTE YCNyru,
npeaocCctaBsaHM B Ha6J'II-OLI,aBaHVI Xunnuilda, ce npumnarat CtTaHAapTnTe 3a Ka4eCcTBO 3a CnegHuTte
coumasnHu ycayru no 4n. 15 ot 3akoHa 3a coumasiHUTe YCNyru:

1. pe3naeHTHA TPUKa;
2. 3aCTBHITHUYECTBO U MOCPETHUUECTBO;
3. uH@opMHUpaHe U KOHCYITHpaHe (KaTo CIelUaTu3upaHa yciyra).

(28) Mo mpuemanero Ha HanuonanHata xapra Ha COUMAIHHTE YC/IYITM 3@ COUMASIHUTE YCAYrW,
npeaoCtaBdaHmM B 3alUTEHU XKWIULWLA 3a Juvua C TMNMCUXUYHU pa3CTpOVICTBa, ce npunarat
CTaHAaApPTUTE 33 KAYeCTBO 3a CNeJHUTE COLMaHU YCIyrn no yn. 15 oT 3akoHa 3a coumasiHuTe
yCnyru:

1. pe3uieHTHA TPUKa;

2. uapopMupaHe u KOHCYITHpaHe (KaTo CrielHaIn3upaHa yeiuyra);

3. 3aCTBIIHUYECTBO U MOCPETHUYECTBO;

4. obydenue 3a mpug00UBaHe HAa YMEHUS (KaToO CrelHaIN3UpaHa yCiayra).

(29) Mo mnpuemanero Ha Hanuomannata xapra Ha COUMANHHTE YC/AIYIM 3@ COUMANIHUTE YCAYrH,
npeaoCtaBdHmM B 3alUUTEHU XWMNOULWLA 3a JiMbla C YMCTBEHaA WM30CTaHAJIOCT, Ce npunarat
CTaHOaApPTUTE 3a Ka4eCTBO 3a C/ieaAHUTE CcoumasiHn ycayrum no 4. 15 oT 3akoHa 3a couuanHute
ycnyru:

1. pesuieHTHA IrpuKa;
2. nHpopMUpaHe U KOHCYITHpaHe (KaTo CrienHalu3upaHa yciyra);
3. 3aCTBITHUYECTBO U MOCPETHUYECTBO;

4. obydeHue 3a mpu0O0UBaHe Ha YMEHUS (KaTo CIeHaIM3UpaHa yCayra).



(30) Mo mpuemanero Ha HanuonanHata xapra Ha COUMAIHHTE YC/IYITM 3@ COUMASIHUTE YCAYru,
npeaoCtaBdaHM B 3alUUTEHU XKWNIULWLA 3a Juvuda C q)VI3VI‘-IECKVI yBpeXagaHmnd, ce npwuniarat
CTaHAapPTUTE 33 KAYeCTBO 3a CNeJHUTE COoLMaHU YCyrn no yYn. 15 ot 3akoHa 3a coumasiHuTe
YyCAyru:

1. pe3uieHTHA TPUKa;

2. uadopMupaHe U KOHCYITHpaHe (KaTo CrelHalu3upaHa yciyra);

3. 3aCTBIIHUYECTBO U MOCPETHUYECTBO;

4. obydenue 3a mpu00MBaHe HAa YMEHUS (KaToO CrelHaIN3UpaHa yCiayra).

(31) B nentposere no an. 1 - 8 u an. 12 - 19 npu HeoOXOAUMOCT ce Mpujara U OMpeleNIeHUST B npuiioxkeHue Ne 9
JOI'BJIHUTENEH CTaHAapT 3a Jela M JMIa C arpeCMBHO U MpOOJIEMHO MOBEACHHE, BKIIOUUTENHO 3a Jela C
IICUXWATPUYHA IMarHo3a B KpU3a.

§ 2. (1) o 3akpuBaHEeTO HA JOMOBETE 32 MBJIIHOJETHHU JIUIIA C YMCTBEHA M30CTAHAJIOCT, HAa JOMOBETE 32 M'BJIHOJETHU
JUIAa C TICUXMYHU Pa3CTPOMCTBA, HA JIOMOBETE 3a MBIHOJETHHU JIHMIA C (PU3NYECKH YBPEKIaHUsS, HA JIOMOBETE 3a
M'BIHOJIETHY JIMIIA ChC CETUBHU HAPYIICHUS M HA JJOMOBETE 3a II'BJIIHOJETHH JUIA C JEMEHIIUS 32 MPEAOCTaBSIHUTE B
TAX YCJIYI'H CC TpuJIaraT CTaHAapTUTE 3a KAYCCTBO U KPUTCPUHUTE 3a TAXHOTO UIIIBIHCHUEC, OIIPCACIICHU B ITPUIIOKCHUC
No 25.

(2) Korato B gomoBeTe 3a MBIHOJETHU JIMIA C JCMEHIIMS Ca HACTAaHEHU JIMIla C MOTPEOHOCT OT MOCTOSHHHU
MEIUIMHCKA TPUXKHU, 32 TPEJOCTaBSIHUTE HA TE3W JIMIA YCIYTH C€ MpuiiaraT M CTaHJapTUTE 3a KAayecTBO 3a
MHTETPUPAHUTE 3PaBHO-COIIMATHU YCIIYIY 33 PE3UACHTHA IPUXKa.

(3) o 3akpuBaHeTo Ha AOMOBETE MO al. | mpH HEOoOXOIMMOCT ce MpHiara U OmpeaeieHusT B mpuioxeHue Ne 9
JOMBIHUTENICH CTAaHIApT 3a Jela W JIMIAa C arpeCMBHO WM MPOOJIEMHO TOBEACHHE, BKIIOUMTETHO 3a Jema ¢
MCUXUATPUYHA TMarHo3a B KpHU3a.

§ 3. (1) do pedopmupaneTo Ha JOMOBETE 3a CTAPH XOpa 3a MPEAOCTABIHUTE B TAX YCIAYIH C€ MpPHIaraT CTaHIapTUTE 32
Ka4y€eCTBO 3a CJIEAHUTE COLMATIHU YCIYTU 110 9. 15 oT 3aKoHa 33 COUATHUTE YCYT U

1. pesueHTHA rprKa (3a JInIa B HAATPYAOCIIOCOOHA BB3PACT);
2. uadopMupane U KOHCYITHpaHe (KaTo CHelUan3upaHa yciyra).

(2) Korato B omoBeTe 3a CTapu Xopa ca HAaCTaHEHHM JIMIla ¢ MOTPEOHOCT OT MOCTOSIHHM MEAWIIMHCKU TPUXKH, 3a
MPEIOCTaBIHUTE Ha TE3H JIMLA YCIYTH ce IIPUJIaraT U CTaHapTUTE 32 KaUeCTBO 32 MHTETPUPAHUTE 3[PABHO-COLIMAIHU
YCIIYTU 3a PE3UACHTHA TPUKa.

§ 4. B cpok n0 12 mecena or BIM3aHETO B CHJIa Ha Hapendara JOCTaBUMIIMTE HA COI[MAIHM YCIYTd IMPUBEXKAAT
IPEIOCTABSIHUTE OT TSAX YCIYTH B ChOTBETCTBHE ChC CTAHAAPTUTE 32 KAYECTBO, ONPE/ICICHN B HapeaoaTa.

§ 5. B cpiiecTByBanmTe A0 BIM3aHETO B CHJIa HAa HapenOara crpajiy Ha JOMOBE 3a cTapH Xxopa B CtonnuHara oOmmHa -
paiton "Ctynentcku" u paiton "OBua kyren", B obnmHa [lnoBnuB, B obumua Pyce u B obnmHa SIM60om Moxe aa ce
MPEIOCTaBs pe3nICHTHA IPUKa 3a JIMIAa B HAATPYA0CIOcOOHa BB3PACT 3a MOBEYE OT ONMpeesieHUs B pHuiioxkeHne No
13 MakcumanieH Opoii moTpeduTenu, B Ciiydail 4e MpeJoCTaBsIHUTE YCIYId OTrOBapsT Ha OCTaHAIUTE CTaHAApPTH 3a
KaueCTBO 3a pPe3UJIEHTHA IPH>Ka 3a JIMIA B HAATPYAOCIOCOOHA BB3PACT.

§ 6. B cpiecTByBanmTe 10 BIM3aHETO B CUJIa HA Hapea0aTa CrpaJy Ha LIEHTPOBE 3a HACTAHSABAaHE OT CEMEEH THUI 3a
Jena 0e3 yBpeXJaHUs U 3a Jiella U MIIAJEKH C YBPEXKIaHUs MOXe Jla ce MPEeA0oCTaBs pe3uAeHTHA IpHka 3a jela u
MUITAJIe’KH 32 MO-MaJIKo OT orpeseneHus B nprioxenue Ne 10 u B npusnoxenne Ne 11 munumanes 6poil motpedurenu,
B CIIydail 4e MpeoCTaBIHNUTE YCIYTH OTTOBAPSAT HA OCTAHAIUTE CTAHJAPTH 33 KAYECTBO 3a PE3UICHTHA IpuXka 3a Jena
U MIIaiexu 0e3 yBpexIaHus U 3a Jela U MIIaJIeKU C YBpPExKIaHuUs.

§ 7. Hapenbara ce npuiara B paMKMTE Ha 0J00pEHHMTE CpEJCTBa ChC 3aKOHA 3a JAbpKaBHHUS OroKeT Ha PemyOnnka
benrapus 3a cboTBeTHATa roJiiHa 1o OI0/KETUTE Ha OOIIMHUTE 3a JIEJIETUPAHUTE OT JIbpKaBaTa COLUAIHU JEeHHOCTH.



§ 8. Hapenbara ce mpuema Ha ocHoBanue wi. 109, an. 1 ot 3akoHa 3a COIMATHUTE YCNyru.
Mpwno>keHwe 1

KbM un. 4 n 8

CTaHAApPTU M KpUTEPUM 3@ KaYeCTBO Ha 06W0A0CTbNHUTE COLMAJTHU YCTYTH
MHdopMHupaHe, KOHCYNTHMpaHe M obyueHune 3a peasiMsuMpaHe Ha CoUMasIHA NpaBa M 3a
pa3BMBaHE HAa YMEHMUSI, KOUTO Ce NPeAoCTaBAT 3a CPOK He No-AbJTbr OT ABa MeceLa

A. [locTaBYMKBbT Ha o6WoAOCTbNHUTE couMasiHM ycnyrm MHopMmpaHe, KOHCYJITUPaHeE MU
obyuyeHue 3a peanmsvpaHe Ha coOLMaJIHU NpaBa M 3a pa3BuMBaHe Ha ymeHuna (MKOP) e
ANbXXEH Ala OCUrypu cneaHUTe CTaHAapTyu 3a opraHusalusa U ynpasJ/ieHMe Ha coluuanHure
ycnyru:

CtaHpaprt 1: YnpaBneHue

CucteMaTta 3a ynpaBfieHMe Ha obwoaoCcTbnHUTE coumnanHm ycnyrn MKOP ce npunara edekTuBHO
M USNOCTHO, KATO HacbpyaBa Ky/nTypaTa Ha KauyeCTBOTO. YCNYruTe Cce aHraXxupaT C pa3BuBaHe u
npunaraHe Ha oo6pu NMpakTUKU.

Kpurepwuia 1.1: [JoCTaBUYMKBT Ha COLMANHUTE YCAYrM npunara cuctemMa 3a ynpaB/iieHne Ha
CNYXUTenuTe, pecypcute n kadyectsoTto. OpraHmsauunsaTta Ha pabotata Ha MKOP e pasnucaHa B
O6wunTe ycnosus Ha coumanHuTe ycnayru.

Nuauxarop H3T0ouyHuK Ha uH opManus

1) Pa3nucana cuctema 3a ympaBieHue Ha|- JlOCTaBUMKBT mWpeacTaBsi JoKa3aTelICTBa 3a
Ka4eCTBOTO, B T.4Y. Ha CNYXUTENuUTe W|HaIMYMe HAa CUCTEMa 32 yIpaBJICHUE
pecypcuTe. - IlucMeHn NMOMWTHKA W MPOLEAYpH, MpaBuIa,
[IpaBUJIHULA

- Mudopmarus, moanucana oT pbKOBOAUTENS HA
YCIYTUTE

2) O6obmena nHpopMmanus (crpaBka) oTHocHO|- IlonbiaHena ¢opma ¢ 0600meHa nHpoOpMaus
pesynTara 3a MoOTpeOUTENHUTE 3a aKTUBHHUTE H|(mepuon  oT  Bpeme, Opoil  oOxBaHatu
MPUKITIOYCHH CITydau. norpedbutenn, mpobnemu  (paspenieHd |
HepaspeleHu ), 00 TeHACHIIUH U JIp.)

- JIokyMeHTH OT paboTara ¢ TOTpeOUTENUTe

3) Ilporpamara 3a pa3BuTHE Ha KauecTBOTO WU|- CwabpkareneH mnpernen Ha [Iporpamara 3a
MroanwHnaTt otyeT kbM AKCY oTpasgaBaT|pa3BuTHE HA KAUYECTBOTO

MOCTUIrHATUTE pe3ynTaTu. - CbavprxaTteneH npernea Ha
ob6obeHaTa nHdopmMmauums

- loavweH omyeT ¢ o0606LeHa
nHpopmaumsa (kbM 31 mapt 3a AKCY)
4) Bcuuku cinyxuTenM ca  3arno3Hath  cbc|- MIHTepBIOTa ChC CIyKUTETU

CBABPKAHUETO Ha 0000ImeHaTa MHpopManus 3a
MOCTUTHATUTE pE3yATaTH ©  B3eMaT  MOJ
BHUMAHHE BCHYKH OOCTOATEIICTBA OT 3HAYEHHE
3a mo100psiBaHe Ha eXXeTHEeBHATa UM padoTa.

5) Pazpaborenu u yreppaeHn O6um ycnoBus Ha|- O6um ycnoBus Ha yeinyrute UIKOP
YCIIyTUTE.

Kpurepwmia 1.2: YnpaBneHueTo Ha counanHute ycnyrn MKOP e ACHO CTpYyKTypupaHo, KaTo
ynpaBnsBaLwloTo YCAyruTe Amue e Ha3HavyeHo OT AOCTaBuYMKa Ha yCyrmTe 3a oCbllecTBsiBaHe Ha
pPbKOBOACTBO M € paboTtogaTen Ha CAyXutenute, NnpeaocTassaLwWwm ycayrure.

Nupukarop HN3T0YHUK HA HH() OpMaAIUA

6) JlelinocTTa Ha ycmyrute ce ympaisBa oT|- JloroBop 3a Ha3HauyaBaHe (BB3NaraHe) Ha
Ha3HA4YeH OT JOCTABYMKA PHKOBOIAUTEL. JIMLETO, YIPABIABAILO COLUATHUTE YCTYT W




- Mpn  NPUNOXMMOCT, BasINAHO
Mb/IHOMOWHO Ha pPbKOBOAUTENA Ha
YCNnyrumte

7) Onpenenenu ca OTTOBOPHOCTUTE, HUBaTa Ha|- JITbXKHOCTHU XapaKTepUCTUKI Ha
B3€MaHe Ha pemeHHs (MOJYMHEHOCT) M| CIYKUTEIUTE (BKI. OpraHUTpamMa)

3aIBJDKCHUSTA HA CITY)KUTEIHTE.

Kpurepumia 1.3: [JoCTaBUYMKBLT Ha COLMANHUTE YCNyru npunara MeToam 3a paboTa, cbobpaseHu ¢
npoy4veHn nobpu NpakTUKKM 3a paboTa C 06LWHOCTTa, BKAOUYMUTENHO C Aela/vua C yBpexaaHus.

HNupuxarop H3Tr0uyHuK HA uH opManus

8) IIpn BB3MOKHOCT yCTAaHOBSIBAHE Ha METOM 3a|- MIHTEpBIO ¢ PHKOBOIUTENS HA YCIIYTHTE
pabota B ycmyrute, choOpaseHH ¢ mpoydeHu|- MabopMmarus, moamnucana oT pbKOBOAUTENS Ha
100pU MPAKTUKUA U TTOJIXOH. YCIIYTUTE

9) IIpu BE3MOKHOCT PBKOBOJUTEINAT HA YCIYTHTE
ocoyYBa MOHE €AHa J00pa MpaKTHKa/MHOBAIuS,
IIPUIIOKEHA B YCIIYTUTE.

CtaHaaprt 2: OpraHMsauuma Ha geiHocTuTe

Ob6wopocTbnHUTe coumanHm ycnyrm UKOP opraHusmpaT genHocTute C ornes nocpewaHe Ha
MaeHTUDMLMPaHN UM 3asiBeHM NOTpebHoCTM OT MHbOpMUpaHe, KOHCynTupaHe n obydeHue 3a
peanusnpaHe Ha couManHu npasa M pasBuMBaHe Ha yMeHUs Ha noTpebutenuTe.

Kputepwuit 2.1: [locTaBYMKbT Ha cOLMaNHUTE yCayrn npeaoctaBs gevHocTute B ycnyrute WKOP
no4yacoBso.

Nupuxarop H3T0ouHuK Ha uH opManus

10) OcHoBHUTE AeWHOCTH Ha ciyxkutenute cal- CenmudeH rpaduk 3a paboTa Ha CIIY)KUTEITUTE
pasnucaHu B MHIUBHAyaleH rpaduk 3a padora. |- [Ipu mpuiiokumocT, HHIANBHAYATHH Tpaguiiy
Ha MOTpeduTeNnuTe

11) MeitHocture C  moTpeOuTenuTe  ca
OpraHU3WPaHH WHIWBUIYATHO W/HIIU B TPYIIA.

Kpurepuia 2.2: Npy NpuMNoXMMOCT, AOCTaBUYMKDBT Ha COUMANHUTE yCAyrM NnpeaocTaBs AeNMHOCTUTE
Ha ycnyrute UKOP 1 mobunHo.

HNupuxarop H3T0uHuK HA MH opManus

12) JlocraBuMkbT € ocurypua mnojaxojsinm|- HabmioneHue u onucanue
yCIIOBUS/CpEICTBA 32  NpHUABWXKBaHE  Ha|- MIHTepBIOTA ChC CIYKUTENN
CILY’KUTEJINTE. - CeamuueH rpaduk 3a paboTa Ha CITYKUTEITUTE

13) BpemeTo 3a mpuABUKBaHE Ha CIYKUTEIUTE
3a MOOMJIHO TMPEAOCTaBsIHE Ha YCIYTHTE ce
OTYHTA KaTo pabOTHO BpeMe.

CTaHAapT 3: MsicTo Ha npeaoctaBsHe

MacToTo 3a npepocTaBsAHe Ha o6woaoCcTbnHUTE coumanHu ycnyrm WKOP cnocobcTBa 3a
3ajoBonsiBaHe Ha nNoTpebHoCTUTE Ha NoTpebutenute, nNon3saliy yCcayrure m TAXHOTO COLManHO
BK/IIOYBaHe.

Kpurepuin 3.1: MacToto Ha coumanHute ycnyrm UKOP e KOMyHMKaTWBHO. Ycnyrute wuMaTt



*

aAMWHUCTpaTUBEH aZpec Ha npefocTaBsiHe.
(*) MNpon nzys/10 MO6MAHO rpeaocTaBsiHE Ha CcoL

naszHnTe yCcyru TO3m KpuTepuii ce rnpoBepsiBa

4Yacrtrta 3a ocurypsBaHe Ha agMuWuHUCTpaTtnBEH aApeCc Ha yCJlyrute.

Nupukarop

H3Tr0ouyHuK Ha uH opManus

14) Mscroro 3a mnpemocraBsHe Ha HMKOP e
MOAXOAAUI0 IO OTHOIIEHHWE Ha Mpuiiexkalpara
UH{QpacTpyKTypa.

- Ha6J'IIO,Z[eHI/Ie H OITMCAaHUEC Ha CpCaaTa

15) 3a pmocrena mo MKOP Hsma mperpamu wu
MpeYKy KaTo Oapuepw, 3adpaHa 3a criupaHe.

16) YcranoBsiBaHe Ha aJMHUHHCTPATUBEH aJpec
Ha yCIIyTUTE.

- Pemmenue Ha oONIMHCKUS CHBET, & B CIy4auTe,

KOorato COIIMATITHUTC ycnyrum Ca
AenernpaHn OT Abp>XaBaTa ,D,GVIHOCTVI,
“n 3anoBen Ha N3NbIHUTETTHUA

AnpeKTop Ha AreHuudaTa 3a couuanHo
noanomMaraHe
- Pernctop Ha AKCY

CtaHpaprt 4: Cpena 3a npefocTaBsiHe Ha ycn

*

yrure

CpepaTta (MaTepuanHaTa 6as3a), B KOSATO Ce NpeaoCcTaBsT 06WOAOCTBAHUTE COUManHU YCIyrn
MKOP, cb3gaBa yCcnoBus 3a NocpelaHe Ha notpebHocTuTe Ha notpebutenure.

(*) MNpu n31s710 MOBUIHO NMPEAOCTaBSIHE Ha COLMAJIHUTE yCJlyru TO3m CTaHAapT Ce rpoBepsiBa B
4acTTa 3a ocurypsiBaHe Ha aAMUHUCTPAaTUBEH aApec Ha yCJyrute.

Kpurepwuit 4.1: MNomMeweHnsaTa 3a pabota c notp
o63aBeneHn, cbobpazeHo ¢ PyHKLMOHATHOTO UM

ebutennute ca gocTtaTbyHO Ha 6poON, AOCTHLMHM U
npegHasHayeHue.

Nupukarop

H3T0unuK HA uH opManus

17) Ilpu BB3MOXKHOCT, (oaiie 3a MpueM Ha
NOTPEOUTENNTE U CHIIPOBOKAAIMTE TH JIUIIA.

18) Ilpm  mpunoxumoct  mebOenuTe W
ChOPBKEHHUATA B YCIYTUTE ca OO0E30MaceHU
(Hamp. 3ao0ieHu pbOOoBe Ha  Mebenure,

00e30I1aceH! eNEeKTPUUECKH KOHTAKTH U JIp.).

19) Tlome enHo momemieHHe 3a paboTa
MOTpEeOUTENNTE.

- Ha6JHOI[eHI/Ie " OIMKMCaHUEC HA ITIOMCHICHHUATA

20) YcnoBus 3a ChbXpaHEHUE Ha JTIOKyMEHTALMUsTa
3a IIpeJIOCTaBsIHE Ha yciIyraTa Ha MoTpeOuTenuTe
U apxuB (Hamp. MeTaleH uKad, KoiTo ce
3aKIII0YBA).

- Habnrozienue u onucanre Ha MOMEIEHUATa
- IlpaBuna 3a gocThI A0 NOMELIEHUSATA U
JOKyMEHTAIUATa

Kpurepuit 4.2: CaHUTapHO-XUIMEHHUTE NOMELLEH

Mg B cpeaarta 3a npeaocCtaBdHeE Ha coumanHuTe

ycnyrn MKOP ca pgoctatbyHo Ha 6poi U ca B M3NpaBHOCT.

HNuauxatop

H3r0ouHuK HA uH opManus

21) O6ocobenu ca OTACTHN CAaHUTAPHU BB3NHU 32
CIT’)KUTEIH | 3a TIOTPEONTEIH.

22) TloHe eaHO CaHWTApHO IIOMEIICHHUE €
MPUCIIOCOOCHO 32 TTOJI3BAHE OT MOTPEOUTENH ChC

- Ha6JHOI[€HI/I€ " OIMKMCaHUEC Ha ITIOMCHICHHUATA




3aTPYAHCHU S ITPU TPUIBHUIKBAHC.

Kpurepwmit 4.3: [locTaBUMKBT Ha COLMANHUTE YCNYIrn ocuUrypsiBa crnasBaHe Ha
CAHUTAPHO-XUI'MEHHUTE U3NCKBAHMSA NO OTHOLWLEHME Ha OTOrMJIEHME, OCBET/IEHNE U BEHTWIALMNSA
BbB BCUYKM MOMELLEHUS.

HNupuxarop H3T0uHuK HA MH opManus

23) Beuuku noMeleHus ce OToIIsIBaT, kato npe3|- HabmioneHue M omucaHue Ha MOMEIEHHUSTA
3UMHHUS TEpUOJA Cc€ MOAIbpKa IOCTOSHHA|(TEPMOMETHD B YCIYIUTE)

TeMIieparypa B CBOTBETCTBHE C XurueHHute|- Ilpym  nOpuinoxuMocT,  HHTEpBIOTA  C

u3nckBaHus - MuH. 20°C, xorato ce M3MoJI3BaT| MOTpeOuTeNn

OT MOTPEOUTEIHTE. - Ilpu  OpuIOKUMOCT, HHTEPBIOTA  CbHC
CIY)KUTEIN

24) IlomemeHusita ca mnpoBeTpeHW M HAMAaT|- HabmroneHnue n onucaHue Ha MOMEILEHUSITA
crenupuyeH MUpHC.

25) Hama HanuuMe Ha BJara U MyXbl B
MOMEILEHUSITA.

26) Bcuuku moMemnieHHS 3a UW3MBJIHEHUE Ha
NEWHOCTUTE HMAT €CTECTBEH W3TOYHUK Ha
CBETJIMHA.

Kpurepwmit 4.4: CpegaTta (MaTepuanHaTta 6a3a), B KOATO ce NpeaocTaBsAT CouMasHUTE yCcayrm
MKOP, e B cbCTOSIHME Aa nocpeliHe notpebutenm cbC cneymnanHn noTpebHoCcTn npu
npuaBMXBaHe.

Nupukarop HN3T0YHUK HA HH() OpMaAIUA

27) @yHkiuuoHMpam@ pamna wid - Apyru|- HabGmronenue u onucaHue Ha cpenara
MOIXOSIIM TIPUCITOCOONeHHS (Hamp. acaHchop,|- JIOKyMEHTH 3a BbBEXK/IaHE B €KCIIOATalus Ha
MOJEMHUK) Ha TMOJXOJAIIO M JIECHOJIOCTBIHO|CHOTBETHOTO ChOPBKEHUE

BX0/IHO MsACTO KbM MKOP. - IIpu BB3MOXKHOCT, HHTEPBIOTA C OTPEOUTEIH
- Habmronenue 1 onucanue Ha cpenata

28) Bparute 1o3BONSABAT  MOJ3BaHE  OT
noTpeduTenu ChC 3aTpyAHEHUS npu
NpUBM)KBAHE - HAMAT IparoBe, OpaBUTE ca Ha
JOCTBITHA 32 IOTPEOUTEINTE BUCOUNHA.

29) lllupounHaTa Ha BCHYKA KOPUJOPU U BpaTH
no BT Ha  JBUXKCHHUE M03BOJIABA
6€3HpCH${TCTBeHO NpEMUHABAHC Ha HWHBAJIWIHA
KOJINYKA.

CtaHpapT 5: be30nacHOCT U CUrypHOCT

ObuwonocTbnHUTE coumnanHn ycnyrn MKOP ce npepocTaBaT B curypHa m 6e3onacHa cpega 3a
noTpebutenute W CHAyXuTenure, cnopes AEWCTBALLMTE HOPMATMBHM W3WCKBAHMSA, KaTo
[OCTaBYMKBLT pErynsipHo CbriacyBa AeNCTBMATA CU C NPEMNOPbKUTE HAa KOMMETEHTHUTE OpraHu.

Kpurepuin 5.1: [JoCTaBUMKBLT Ha COUMANHUTE YCIYyrM OCUrypsiBa aBapuiiHa W MoXxapHa

6e30MacHOCT 3a noTpebutennte n CAyXxutenure.
(*) Tpyn un3us10 MO6UAHO [IPeAOCTaBSHE Ha COUMAZIHUTE YCJ/yru TO3M KDUTEPUIA HE Ce
rpoBepsiBa.



HNupukarop

H3T0unuK Ha uH opManus

30) Pa3paboten [lnan 3a 3anmTa npu OeACTBUS U
aBapuu.

- Inan 3a 3anmTa npu OEICTBUS U aBapUU

31) VnTepBroupanuTe CIyKHUTEIN ca 3al03HAaTH
CbC CBOMTE 3aabiKeHUsA mo Ilmana 3a 3ammra
1pu OEICTBUS U aBapHU.

- aTepBIOTa CHC CITYKUTENN
- Inan 3a 3ammTa npu 6ECTBUS U aBapUU

- Ilporoxonu  oT  mpoBeneHH  yueOHU
€BaKyallMuOHHH MEPOIIPUATHUS
- Ipeanucanus na Cnyx6a ,lloxapHa

0€30IaCHOCT M 3alTa Ha HaCEIEHUETO
- Iloxxapuo mocue/llponienypa 3a peakius npu
roxap

32) NUma obo3HaueH aBapuweH u3xoj, padorempo|-  Ilporokomu/mpemnucanus or  Cmyx0ba

€BaKyaIl[MOHHO OCBETJICHUE. olokapHa  Oe3zomacHOCT W 3alMTa  Ha
HaceJleHUeTo

33) EBakyanimoHeH MmjiaH - MOCTaBeH Ha BUJHO|- HabGmionenue

MSCTO U B €ABp IJIaH.

Kpurepwmia 5.2: [locTaBUMKBT Ha CcoLManHUTE yCnyru npunara npoueaypa 3a CbxpaHeHue 1

M3non3BaHe Ha NoTeHUWanHO BpeaHM BELWECTBA.

(*) lMpu u3usano MoO6GUAHO MPEAOCTaBSIHE Ha COUMaHUTE yC/yr TO3U KpUTEPUI He ce

rposepsBa.
HNupuxarop H3r0ouyHuK HA uH opManus
34) Hamuuna mnmcMeHa — mpouenypa  3al- Ilporemypa 3a chbXpaHeHHE W HW3MOJI3BAaHE Ha

CbXpaHEHHUE M U3MOJI3BAHE HA IOTEHLHAIHO
BpEIHH BELIECTBA.

35) Mma mnucMeHHM YyKa3aHMS 3a HauuHA H
JI03UpOBKaTa Ha U3IMOJI3BAHE HA IIpernapaTuTe 3a
Ne3UH(eKInsT Ha pbleTe Ha CIYXHUTEIUTE,
NOTPEOUTENINTE U HA TOBBPXHOCTHUTE.

36) IlepunHuTte, MHMeUW CpeACTBA U JPYTH
NOTEHLMATHO BPEJHU BEIECTBA Ca SICHO
0003HAYEHN M C€ ChXpaHABAT B CHEILUAIHU 32
TOBa MeCTa, KOMTO C€a HEIOCTBIIHM 3a
MOTPEOUTENNTE.

MOTEHI[MATHO BPEIHU BEIIECTBA
- HaOmronenue Ha moMereHusra
- IHTepBIOTA CHC CIYKUTEITU

Kpurepwmia 5.3: [locTaBUYMKbBT Ha coumanHuTe ycayru npunara NporpaMa 3a nNpeBeHUMs U NNaH 3a
AelCTBUe Npu Bb3HUKBAHE Ha ennaeMnyHa cutyauuns. JoCTaBUMKDBT OCUIypsiBa INYHU npeanasHu

CpeACcTBa 3a CIYXWUTenuTe Ha ycnyraTa.

Nupukarop

HN3T0YHUK HA HH() OpMaAIUA

37) PaspaGorena IIporpama 3a mpeBeHIUS H

- [Iporpama 3a mpeBeHIIUs U TIJaH 3a JeiCTBUE

I1JIaH 3a ,Z[CI\/JICTBI/IC npu BB3HUKBAHC Ha| IPpU Bb3HUKBAHC HA CTUJICMHUYHA CUTYall U
CIINIACMUYHA CUTYyallus.
38) Bcuwukm caykmTenn ca 3amo3Hatd  c|-  JlokymeHT,  ymocToBepsiBami =~ 4€  Ha

pasinurcanara HporpaMa 34 IPCBCHU WA U IIJIaH 34
HeﬁCTBHG Inpn BB3HUKBAHC Ha CIHUACMUYHA
CUTYyalus.

CILYXKUTEIINTE € IIPEeI0OCTaBeHa IporpaMara
- JlokyMeHT, ynocToBepsiBalll, Y€ ce MPOBEXIA
MEepPUOUYEH MHCTPYKTAXK

- lHTEpBIOTA CBC CILY’KUTENIN




39) Beuuku citykMTeIM UMaT JUYHU MPEANa3Hu
CpEeICTBA - MAacKH, €IHOKpPaTHU IPECTUIIKH,

PBKABUIIH U JIp.

- HabmoneHue Ha moMereHusra
- lHTEpBIOTA CBC CILY’)KUTEIN

Kpurepwmia 5.4: [locTaBUMKDBT Ha CoLManHUTE YCNYrn rapaHTMpa 3akpwuniaTta Ha notpebutenute
Npu HacTbNBaHe Ha MHUMAOEHT, 3acTpallaBall XMBOTa M 34paBeTo Ha noTpeburen.

HNupukarop

HN3TouyHnk Ha uH( opMAauUs

40) YrBvpaena Ilpouenypa 3a paeiictBue mnpu
MHIUICHT/CMBPT Ha IOTPEOUTET.

- IIponienypa 3a aeficTBUE MPU MHIUJACHT/CMBPT
Ha oTpeduTeN

41) Bcuuku cny)kKUTENH ca 3amo3HaTH ChC CBOUTE
3abIbKeHus cbriiacHo [pouemypara.

- IHTepBIOTA CBHC CITYKUTEIH
- Ilporokon(un) 3a mnpennpuern AEUCTBUA U
pe3ynTaTuTe OT TIX

42) IlpoBeneH  WHCTPYKTaX/OOydeHHE  Ha
CIIY)KUTEIIHUTE 32 OKa3BaHE Ha MbpPBA MOMOII[ TOHE
BEIHEBXK Ipe3 mocieqHuTe 12 mecena.

- Undopmarus, moamicana oT pbKOBOJANUTENS HA
yciyrara

- [Tporokosn(u) oT MpOBEACH
WHCTPYKTaX/00ydeHue

CraHpaprt 6: NMNoBepuTesIHOCT U CUrypPHOCT Ha uHgpopMauuaTa

ObwoaoCTbNHUTE coumnanHm ycnyrm MKOP rapaHTMpaT B MakKCuMMasiHa CTeneH 3awura Ha
NOBEPUTENIHOCTTA, CUIYPHOCTTA Ha JIMYHUTE AaHHU U MHOPMaLMaTa 3a noTpebutenure.

Kpurepuin 6.1: [JoCTaBUMKBT Ha cCoUMWANHUTE

ycnyrn paspaboTBa W npwiara MoOJUTUKU U

npoueaypv 3a CUrypHoCTTa M NMOBEPUTENTHOCTTA Ha JIMYHUTE aHHM 3a noTpebuTenuTe.

HNuauxatop

H3T0uHuK HA MH} opManus

43) Bcuuku cayxuTeIM ca  3alo3HaTH ¢
MOJIUTHKaTa W MPOLEAypUTE 3a 3alMTa Ha
JUYHUTE JAHHU U ca HAsCHO C OTTOBOPHOCTHUTE
CH 3a TOJyIbp)KaHE Ha TIOBEPUTEIIHOCTTa Ha
uHopMaluaTa 3a MOTPEOUTENUTE U TEXHUTE
CEeMelCTBa.

- Ilucmena nmomuTHka M NPOUELYPH OTHOCHO
3alMTara Ha JIMYHUTE JaHHU W MHQopManusaTa
3a MOTPEOUTENUTE U ceMelicTBaTa

- lHTEpBIOTA CHC CIY’)KUTEIN

- NHdopmarnus, moanucana oT pbKOBOAUTENS HA
YCIYTUTE

Kputepwuit 6.2: [JoCTaBUMKBLT Ha COLMANHUTE YCNYrM apxXMBMpa U CbxpaHsiBa AOKYMeHTauusTa ¢
JIMYHU AaHHM Ha noTpebutenuTe cbrnacHo BbTpewHn npasuna.

Nupukarop

H3r0ouHuK Ha uH opManus

44) Bcuukm JOKYMEHTH C€ apXuBUpaT U
chxpansiBar mno IlpaBuna 3a apxuBupaHe Ha
MHpopMaIusra.

45) UKOP cbxpaHsBa TOKyMEHTAIIUATA C JTUIHU
JAaHHU HA MOTPEOUTENNUTE 32 CPOK OT MUHUMYM 3
TOOVHH.

- [IpaBuna 3a apxuBupane

CtaHpaprt 7: Pa6oTta c o6wHOCTTA

PabotaTta ¢ obwHOCTTa M CUCTEMHATa KOMYyHMKaumusa Ha obwogoCcTenHUTE coumnanum ycnyrm MKOP
C NapTHbOPW, ApPYrn AOCTaBYMLM, AbpPXaBHU M OBWMHCKKM cnyxbun, 6usHec, Meamm wn Apyru



JOMpuHacAT 3a peanusaumss Ha UeMTe Ha  YCayrute M COUuManHOTO  BKJ/IOYBAHE Ha
notpebutenute B 06WLECTBOTO.

Kpurepwmia 7.1: [JoCcTaBUYMKBLT Ha coLMaNHUTE YyCayrn nMma paspaboTeHa M HanmyHa uHdpopmauus
3a UenuTe Ha BbHLUHA M BbTPeLlHa KOMYyHMKaLWS.

HNuaukarop H3T0unuK HA uH opManus

46) HNudopmanimoHHuTE marepuany,|- MudopManmoHHu wMarepuany, HATUYHH B
IpeJHa3HauYeHu 3a OOIIMHOCTTa, ca aKTyaJlHW H|yciyrata

ChIbpKaT camMo o00o0meHa wuHpopMmanus 3al- Marepuany, MNOAXOAAIM 3a JHUIA C
YCIIyTUTE. OTpaHUYEHHUS B 3pEHUETO, CIyXa WUJIM TOBOpa U

47) HHq)OpMaHHOHHPITe MaTepHain 3a 3a Jua ¢ MHTCJIICKTYaJIHU 3aTPYAHCHU A

noTpeduTenuTe ca B moaxoAasAn] ¢opmar,
choOpa3eH C BB3pacTTa, KOMYHUKATHBHUTE
CIIOCOOHOCTH U CTENEHTa Ha Pa3BUTHETO UM.

*

CtaHpapT 8: ®PMHaHCOB pecypc

[o6po dmHaHCOBO ynpaBieHme Ha obLwofoCTbNHUTE coumanHn ycayrmn UKOP.

(*) To3m cTaHgapT He ce rpoBepsiBa, KOrato COLMA/IHUTE YyC/yrv u3usao ce uHaHcupatr m
yrpasBasaBaT OT YacTEH AOCTaBYUK.

Kpurepuia 8.1: [locTaBUMKbBT NnaHupa M pasxoaBa (pMHaAHCOBUTE CpeAcTBa 3a MNpeAoCTaBsiHE Ha
coumanHute ycnyrm WKOP 3akoHocbobpasHo, uenecbobpasHo, edeKTUBHO, OTUYETHO W
OTrOBOPHO.

Nupuxarop H3Tr0ouyHuK Ha uH opManus

48) TomunmmHuaT pasMep Ha cpeacrBata 3a|- PerieHue Ha OOIMHCKHS ChBET
duHaHCHpaHe Ha YCIYTUTE € TMpUerT OT
OOIIMHCKAS CBBET KaTo 4acT OT Oro/pKeTa Ha
oOmMHaTa 3a BCHYKA COLMAIHU  YCIYTH,
JENIETUPaHU OT JIbpKaBaTa JICHHOCTH.

49) lNogumien MiraH W OTYET KbM omnpeneneH|- bromkerna OnaHka 3a pasmnpenensHe Ha
nmepuoJl Ha cpeicTBaTa 3a (uUHAHCUpaHe Ha|pa3xoauTe

ycayrute 1o mnaparpadgu cwerimacHo Epunnaral- OTder Ha HampaBEHHUTE Pa3Xoau

OromkeTHa Kilacuukamus 3a  CchoTBeTHaTa|- MHbOpMmaIus, moanrucana oT pbKOBOIUTENS HA
roavHa. YCIYTUTE

50) Pa3mepsT Ha paboTHUTe 3amiaTd Ha|- [louMeHHO mATHO pa3nucaHue
CIIY)KHTEINTEe ChOTBEeTCTBA Ha Hapembara 3a|- BemomocTu 3a paboTHU 3aruiatu
CTaHJapTUTE 3a 3aljlalldaHe Ha Tpyda Ha
CIIY)KUTEIIUTE, OCBHIICCTBABANM JCWHOCTH TI0
MPEOCTaBsHE Ha COIMAIHH YCIYTH, KOHTO Ce
(duHAHCHPAT OT ABPKABHUS OFOJIKET.

Kpurepuia 8.2: MNpy NprMnoXMMOCT AbMKMMUTE TaKCU 3a MON3BAHE Ha COLMANHUTE yCayru oT
notpebutenute ce cubupaTt pefOBHO B onpeaesieHns 3a notpeburens pasMep n ca OTPa3eHn B
CYeToBOZHATa AOKYMEHTaLus Ha A0CTaBuYMKa Ha yCnyruTte.

Nupuxarop H3r0ouHuK Ha uH opManus

51) Pa3mepsT Ha chOpaHuTe TakCH HEe HAaIXBBpJs| - TakcoBa KHUTA

pa3mepa Ha IBIDKUMUTE TaKCH. - Pa3xonmo-onpasnareneH ITOKyMEHT 3a BHECEHaA
TaKca

- Peructbp Ha moTpebutenure




52) IlorpeOuTeNncKUTe TakcH ca CbOpaHU OT
noctaBurka Ha noHe 80% 3a mocneguute 12
Mecera.

- YcraHoBsiBaHe Ha Opoii U pa3Mep Ha ABIDKUMU
TaKCH

- TakcoBa kHHUTA

- Pasxonmo-ompaBnarenHu
BHCCCHHU TAaKCHU

- PerucTsp Ha moTpedbuTenuTe

JAOKYMCHTHU 3a

Bb. locTaBUYMKDbT Ha 06WOQOCTbNHUTE couManHu yciayrm iiopMmupaHe, KOHCY/ITUPaHe U
obyueHue 3a peasivsMpaHe Ha COUMaJIHM NpaBa v 3a pa3BuBaHe Ha ymeHusa (MKOP) e
AJTb)KEH Ala OCUrypu cJiegHUTe CTaHAAPTyU 3a KBanudukauma m npodecoHasiHO pa3BuUTue
Ha CJIY>XUTEeJIuTe, KOUTO OCbLIeCTBABAT AeHHOCTTAa No NpefoCTaBAHETO Ha ycayrure:

CtaHpapTt 9: CTpyKTypa 1 KBanupukaLmusa Ha CAyXXurenure
O6bwopocTtbnHMTe coumanHm ycnyrm UKOP ocurypsiBaT Bb3MOXHO Hal-BMCOKO KayecTBO Ha

UOBELLUKUTE pecypcu,
TaxHaTa cneuundwuka.
Kpurepuia 9.1: [JocTaBUMKBLT Ha couUManHUTE

HeobxoaAMMM 3a edeKTUBHO MpeAoCTaBsiHE Ha YCIyrute,

CcbobpasHo

YCNyru ocurypsiBa AoCTaTbyHO Ha 6poit U C

HeobxoauMmaTa I'IpOCbeCMOHa}'IHa noaroToBKa CNyXuUTenu.

Nupukarop

H3r0ouyHuK Ha uH opManus

53) 3a BCHMYKM NO3ULHUM HUMa pa3pabOTEeHU H
0J100peH! JIIBKHOCTHU XapaKTepUCTUKU U - TIPH
HNPUJIOKUMOCT - BKIOYEHO 33JbJDKEHUE 3a
cpaenicTBre 1o 4. 7 ot 33/]erT.

- AKTyalHU JUTBKHOCTHM  XapaKTEPHUCTHUKH,
MOAMKUCAHU OT paboToaaTENs U CIY)KUTEIUTE

54) Haetute Ha TpYIOB JAOTOBOpP CIYKUTEIH
MO3HaBaT JUIbKHOCTHUTE CU XapaKTePUCTHKH.

- JITB)XHOCTHH XapaKTePUCTHKH, MOAMUCAHU OT
paboTonaTens U CIyKUTEITUTE
- NHTepBIoTa ChC CIAYKUTEITH

55) B u3uckBanusTa 3a 3aeMaHe Ha JIHKHOCTHTE
ca 3aJI0’KEHHU CIICIIMAIHA YMEHHUS, KaTO:

- cmocoOHOCT 3a paboTa ¢ Jiera U CeMeNCTBa;

- CIOCOOHOCT 3a paboTa C JMIa OT Pa3IuyYHU
YS3BUMU IPYIIU U IPYIU,

- yMeHHs 3a Obp3a, aJeKBaTHA peakus W
B3€MaHE Ha peIIeHHEe B CHUTyallus Ha KpH3a,
EMOIIMOHAJICH KOH(WIMKT, OCBINECTBSIBAHE Ha
KPU3UCHU WHTEPBCHIIMH, YMCHUS 3a aJCKBATHO
nmoBeAeHUe TMnpu  pabora ¢  Juma C
arpecHBHO/aBTOArPECUBHO MMOBEICHUE U JPYIH;

- 100py KOMYHUKATUBHH yYMEHHS W YMCHHS 3a

paboTa B exunm - B caMara yciIyra M IpH
MCKAYUHCTUTYHUOHAITHO CETPYAHHUYCCTBO n
B3aUMOJICICTBHE.

- JITB)XHOCTHY XapaKTepHCTUKH
- O6sBa 3a HaOupaHe Ha CIYKUTENIN

56) Bcuukum HaeTH JMIla ChOTBETCTBAT IO
KBATU(UKALIMSI HAa W3UCKBAHUATA, 3aJI0)KCHU B
JUTB)KHOCTHUTE UM XapaKTEPUCTUKH.

- JITB)XHOCTHM XapaKT€PUCTUKHU, MOJMUCAHU OT
paboToaTens U CIyKUTEINTE

- TpynoBu nocuera Ha BCUYKU CITYKUTEIU
-  HWumuBuayanHa  roauimHa — OIEHKA
W3IBIHCHHETO Ha JUIHKHOCTTA 32
CITY)KUTEN

Ha
BCCKU

57) NHTepBIOMpaHUTE CIYKUTEIU Ca 3al03HATH
C HopmaruBHara ypenda B cdepata Ha
COHUATTHUTC YCNYyrn W 3aKpwhjaTa Ha
AEeTETO, KaKToO U C ETMuyHmna kopekc Ha
pabotewmTe C geua n ETM4yHMSa Koaekc
Ha Cnyxurtenurte, ocbLlecCcTBdABaLWun
ANENHOCTU no npegocrtaBsdHe Ha

- laTEpBIOTA CHC CITYKUTEIIUTE




coumnaaHun ycnyru.

58) IllatHoTO pasnucaHue € 3albIHEHO Ha
MUHHMYM 75%.

59) JlocTaBUMKBT € OCUTYpHJI  CJIEJAHHTE
KaTErOPHUH CITY)KUTEIIN B yCIyrara:

a) CHEHUAIUCTH - OCHOBHU CHEIHAINCTH,
HeoOXonMH 3a (QyHKIIMOHHPAHETO Ha yciyraTa,

U IPCIIOPBHUUTCIIHU CIICHUAIINCTH.

- JITb’KHOCTHO IIATHO pa3NuCcaHue:

0 OCHOBHHU CIICIIUATIMCTH: COLIMATIEH pa0OTHUK;
O TpU  HEOOXOJUMOCT, NPEHOPHUNUTEITHU
CHEIUATNCTH: aKylllepka/MeAUIIMHCKa cecTpa (¢
JOMBJIHUTEIHA KBATM(UKAIIUSA PAHHO JIETCKO
pa3BUTHE); CICIUAINCT COIUATHHN JCHWHOCTH,
TICUXOJIOT, JIPYTH CHENHAIUCTA  ChOOpa3HO
crnenupUIHUTE TEMHU

- [louMeHHO mATHO pa3nucaHue

60) MunHumanHuAT Opoil MO  OCHOBHHTE
KaTeTOPUU CIYKHUTENIN € choOpa3eH ¢ Opos Ha

notpebutenute B UKOP.

() Munumanen Opou Ha auyama, norseawyu
coyuarHume ycJiyrum - 10, n MakcumMmalsieH
6pori nunya, nosa3Balyn CcoUmnasiHuTe
ycayru - 40.

- JI1BKHOCTHO WATHO pa3lMCaHue

- [ToumMeHHO ATHO pa3nucaHue

- Koedumuent 3a ompenensHe 4uCIEHOCTTa Ha
ciyxkutenure (0,1)

61) Bcuuku  cioyxuTenn
PaBOCIOCOOHH 32 paboTa.

ca TONHH H

- MenuuuHCKN TOKYMEHTH 32 BCEKH CIYKUTEN -
MIpU OCTHIIBaHe Ha paboTa

- CBuIETEICTBO 3a CBIAAMOCT 3a
CIIy)KUTEI - TIPU OCThIIBaHE Ha paboTa
- CpoTBETEH Ha JUIBKHOCTTa JOKYMEHT 3a
oOpazoBaresieH 1eH3

BCCKU

62) YcraHOBsIBaHE TEKy4eCTBO Ha KaJpu 3a
nocieqHuTe 12 Mecelnia - o Mo3UIMU U OpOH.

- JTBXKHOCTHO IIATHO pa3lHuCcaHue
- Mudopmarusi, moanucana oT pbKOBOAUTENS HA

YCIYTHTE
- Ilpermem Ha CYETOBOJAHHM  JIOKYMEHTH,
BEIOMOCTH  3a  pabOTHM  3amjaTd  Ha
CIY)KUTEITUTE

63) bpoii crIrOYeHU TOTOBOPH/CIIOpa3yMeHHUs 3a
HaeMaHe Ha JOMBTHUTEIHH
CITY)KHTEJH/CTICIIA AT CTH - (haKTHIeCKO
CBCTOSTHUE TIO TTO3UITUU U OpOH.

- HaGmoenue 1 onucanue Ha cpenata

- CueToBOJIHA TOKYMEHTAI U

- Undopmarnus, moanucana oT pbKOBOIUTENS HA
YCIYTUTE

64) Bcuuku COyKuTend ca C TOJINUCAHU
TPYIIOBU JOTOBOPH/IOTOBOPH 3a M3BHPIIBAHE Ha
ompeneneHa  paboTa/3a  MpemoCTaBsSHE  Ha
omnpezeneHa yciyra.

- TpynoBu nocuera

65) OuneHkaTa Ha CIY)KUTEIUTE CE H3BBHPILIBA
BEJIHBXK TOJIMIIHO U OTpa3siBa IEIUTEe U MEPKUTE
3a mpoecnoHanHoTo uM pazsutue B UKOP.

- GopMyIIsAp 3a OLICHKA
- [Iponiemypa 3a onenka

66) PesynratuTte OT OIll€HKaTa
CITy)KHTEN c€ 00CHKIAT JIMIHO.

Ha BCCKH

- Ilognmucan OT PBKOBOAUTENA U CILYKUTENSA
DopMmysip 3a OllEHKa

Kpurepwuit 9.2: lNpoleaypaTa Ha A0CTaBUYMKa Ha COLIMANIHUTE YCNyrM 3a Noabop Ha CAYXUTENUTe
onucBa NMpoLecuUTe U HeobXoAUMUTE AOKYMEHTU 3@ Noabop, HAeMaHe U CKIIYBaAHE Ha 0roBOpU
CbC cnyxurtenute (1 aobposonuuTe). Mpy NPUIOKMUMOCT AOCTaBUYMKBLT NpUBAMYA B AENHOCTTA Ha

YCNYruTe CTa>XaHTu.

HNuguxatop

H3T10uHuK HA MH opManus

67) Ilpomnenypara 3a mombop ce crma3Ba Mpu
Ha3HAYaBaHE Ha BCEKH CITY)KUTEI.

68) OO6sBuTe 3a cBOOOAHM pPAaOOTHU MecTa
CBHOTBETCTBAT Ha JIHKHOCTHATA XapaKTePUCTUKA

- [Iponerypa 3a mogbop Ha CIYKHUTEIUTE

- NHTepBIOTa CHC CIYKHUTETH

- Ilpernien Ha TpyooOBH JOCHETa - IO3UIIUH,
00siBM 3a paboTa, MPOTOKOJIM OT MHTEPBIOTA C




3a BCAKa ITO3UII M.

KaHJIUJAaTCTBa 3a  paboTa,

XapaKTepUCTUKHU U JP.

JIIBXHOCTHU

69) Ilpu nOpuigokumocT TNOAOOPHT  Ha
TOOpOBOJIIM € B CHOTBETCTBHE C TMHCMEHA
npoluexypa.

- [Ipu mpunoxxumoct, nporeaypa 3a HaOupaHe
Ha 100pOBOIIITH

70) [pu MPUIOKUMOCT GyHKIHNTE,
3aIbJDKEHUSTa ¥ OTPAaHMYEHUATA Ca paslHCaHU
3a BCsKa JJOOPOBOIUECKA MO3HUITUS.

- Ilpm npuoxuMocT, BCEKU

no00poBoJIell

JIOTOBOp  C

71) Ilpu npUIOKUMOCT, CHTPYAHHYECTBO C
y4eOHM 3aBeJICHUs 3a IMPOBEKIAHE Ha y4eOHU
CTa’KOBE.

- CKIII0YeHU CrIopa3yMeHus ¢ YUeOHH 3aBEICHUS
- I'padunu 3a ctaxxyBaHe

CtaHpapTt 10: PazBurue Ha cayXurtenure

ObwopocTtbnHuTe couunanHm ycnyrm WKOP npunaraT edekTuBHa cucTeMa 3a YynpaBJieHMe Ha
CNYyXUTenuTe C noaxoAsilm Mepku 3a npodecumoHanHa noAakpena W SIMMHOCTHO pasBuUTME Ha
CNyXXUTenuTe npu ycroBUS 3a YYeHe rpes3 Lesns XUsoT.

Kpurepuia 10.1: [JoCTaBUMKBT Ha COUMANHUTE YCNYTM OCUrypsiBa YC/OBUS 3a MpodecuoHanHo

pa3BUTUE Ha CNyXUTenuTe.

HNuauxatop

H3T0uHuK HA MH} opManus

72) CiyxuTenure umar JOCTHII J0 NMPOTrpaMu 3a

- Ilporpama 3a BBBEXIANO ¥ HAIATPAXKIALIO

KBTUPUKAIMS W OOY4UTECIIHM  KypcoBe,| 0OydeHUEe Ha CIY)KUTEITUTE

BKITIOYUTENHO U JUCTAHIIMOHHU, CHOTBETCTBAIIH

Ha  pa3MUCaHUTE WM  3QIBIDKCHUS |

OTTOBOPHOCTH B JUTHKHOCTHUTE UM

XapaKTEepUCTUKH.

73) JloCTaBUMKBT OCBIIECTBSIBA MAapTHHOPCTBA Cc|- CKIIOUEHH JOTOBOPH 3a KBaTU(PUKAIIMOHHU
pa3nuuHu  OOYYMTENHH  OpraHU3alUU  HUJIH|KypcoBe

o0yuuTeNny. - ABTo6uorpaduu Ha oOydnTenu

74) Cnyxurtenure y4JacTBaT B|- IIporpama 3a BBBEKIAO W HAATPAXKIALIO

HAYYHO-TIPAKTHUECKU KypCOBE, OOMSHA HA OIUT
U/MIH T00pY TTPAKTUKH.

o0ydeHHEe Ha CITY)KUTEITUTE
- UupuBuyanHa OeHKa Ha BCEKH CITY>KUTEN
- Ipyru peneBaHTHH TOKYMEHTH

75) Hanmyna mnporpamMa 3a BBBEXKIAMO W
HaJrpaXaaIo ooydeHue

- Ilporpama 3a BBBEXKIAI0 W HAATPaXKIaIlo
oOydeHHE Ha CIyKHTCIUTEe 3a HacTosIaTa
KaJIeHJapHa roJIMHa

Kpurepwmia 10.2: [JocTaBYMKbBT Ha COLMANIHUTE YCJYrn OCUrypsiBa BbBeEXAaALLM U
Haarpaxgaliun/cneunanmsnmpanHm obyvyeHuns 3a cayxurenure.

HNupukarop

HN3TouyHnKk Ha MH{( opMAaUs

76) Bcuuku HOBOHAa3HAYEHH CIHYKHUTEIH ca
HpeMI/IHaJ'II/I BBBCK A0 06yquHe oT MI/IHI/IMYM
36 akameMUYHU Yaca.

- IIporpama 3a BBBEXIALI0 M HAATPAKIALIO
0o0y4eHHE Ha CIY)KUTEITUTE

- Crnuchk Ha YJacCTHHUOM W OOY4UTENTH OT
MPOBEJICHU BBBEXJAIM 00yUeHUS

77) Cunyxutenutre ca IOpeMHHAIA  IIpe3
nocaegHuTe 12 Mecema — cnenuaiu3upPaHO
oOydyeHre OT MUHUMYM 24 akaJeMHYHH Yaca (3a
OCHOBHH CIICIIUAJINCTH, OCBITCCTBSIBAIIM

- JIoKkyMeHTH, yAOCTOBEpsABAI  YCIEIIHO
peMUHaIN o0ydeHus (Hamp. cepTUPUKATH )
- IlonMeHHO WATHO pa3nucaHue




JIEHOCTH 11O PBKOBOACTBO U MPEAOCTABAHC Ha

COIIMAIHU  YCIYTH, W  TMPENOPBUUTEIIHU

CIICIINATICTH).

78) UHTepBrOMpaHUTE CIY)KUTEIH TMO3HaBaT|- MIHTEpBIOTA CHC CITYKUTEIH

CBOUTE NunuBuayansu ILIAaHOBE 3a|- MHIMBUIyalHU TIJIaHOBE 32 MPOGEeCHOHATHO
npodeCHOHATHO Pa3BUTHE. pa3BUTHE HA BCEKU CIYKHTEI

79) PprkoBoguTeNsAT Ha yCAyruTe € mnpemuHan|-  JIOKyMEHTH, YIOCTOBEpSBalM  YCIICIIHO

npe3 rmnocieaHuTe 12 Mecena NOHE eAHO|MpeMUHaNU o0ydeHus (Harp. cepTudUKaTH)
o0yueHue, CBBP3aHO C YIPABICHCKUTE (PyHKIIHH.

Kpurepuit 10.3: [loCTaBUMKBT Ha COLMANIHUTE YCYTM OCUTYpsiBa Ha CNYXUTEuTe
npodecroHasnHa nogkpena 4ype3 HaCTaBHMYECTBO, MpynoBa v MHAMBMAyanHa Cynepeu3ng.

Nuauxarop H3T0ouyHuK Ha uH opManus

80) Bcexn HOBOMOCTBIINI CITyXKHUTeN 0e3 onuT B|- 3amoBe] 3a onpeensHe Ha HACTaBHUK
cucTeMara Ha COUMAHHUTE YCAyru wuMal- [ocuera Ha HOBOMOCTBIIUIM CITY)KHTEIH oe3
Ha3HayeH HaCTaBHUK, onpeaesieH 3a|OnuT B CUCTeMaTa Ha CONMAIHUTE YCNYIU

nepuoa OT 6 Meceua OT AdataTa Hal|- WHTEpBIO C pPbKOBOAUTENA  HA
HasHavyaBaHe. ycnyraTa

- [lpn nNpUNOXWUMOCT, WHTEPBIO C
onpeaesieHns HaCTaBHUK

81) Cnyxurtenure ca mnpemMuHaM rpynosal- ['paduk Ha cynepBusnuTe

CyNepBH3Us - Ha BCEKU 3 Mecella (3a MOociaeHUTe| - [IpoTokonu/oTaeTn OT  TMPOBEJACHUTE
12 mecerna). CYyNEepPBU3UOHHU CECUH

- ABroOuorpadguu Ha CHEUHATUCTUTE IO
CyrepBu3Hsl (HE3aBUCUMO JTAJIA C€ TPEJOCTaBST
MPSIKO OT JIUIIE, MITH OT BHHINHA OPTaHU3aITH)

- JloroBopu ¢ BBHIHHU CHEUHATUCTH W/HIN
JOCTaBYUIIA HA YCITYTH TIO CYMEPBHU3HS

82) CiyxuTenure ca NpeMUHAIN UHAUBUIyaIHA
CylepBU3HMs - OT BBHIIGH 3a  yclyrara
crieluaJiicT - Ha Bceku 4 wMecena (3a
nocieaaute 12 mecerna).

B. locTaBUYMKbT Ha 06WO0QO0CTBNHUTE couManHn ycayrn iicpopMmupaHe, KOHCYITUPaHe U
ob6yuyeHue 3a peasivsMpaHe Ha coOUMaJIHM NpaBa v 3a pa3BuBaHe Ha ymeHusa (MIKOP) e
AJTbXXEH fla OCUT'ypU cNiefHUTEe CTaHAapTu 3a echeKTUBHOCT Ha yCayrure c orsej Ha
NOCTUrHaTUTE pe3ysiTaTu 3a imlaTta, KOMTo s Nosi3BaT, B OTroBOp Ha NoTpebHocTUTE MM:

CtaHgaprt 11: leiiHoCcTH

O6bwopoctbnHmTe couunanHm ycnyrm WKOP opraHusupaT pAgenHocTute no uHdopMmupaHe u
KOHCYNTUpaHe 3a ocurypsiBaHe Ha nogkpena 3a npeojosisiBaHe Ha 3asBeHn npobnemMm wu
3aTpyAHeHus Ha noTpebutenute cbobpasHO TAxXHaTa Bb3pPaAcT, CTeneH Ha puUCK, Buaa Ha
yBpexaaHe 1 nHamsumayanHum ocobeHocTn. ObydyeHusTa 3a peanmsvpaHe Ha couMnanHu npasa M
pa3BMBaHE Ha yYMeHWs Ha noTpebutenute ca HacoyeHM KbM MOCTUraHe Ha JIMYHOCTHO pa3BUTUE,
CaMOCTOATENHOCT M nogobpsiBaHe Ha COLMANHOTO CMpaBsiHeE M COLMANHO BK/IOYBAHeE.

Kpurepuia 11.1: [loCcTaBUMKBT Ha COUMANHUTE YCyrM NpeaocTaBs AeMHOCTUTE MO MHGOpMUpaHe
Ha noTtpebutenute C uUen MNoBULWIABaHE Ha OCBEAOMEHOCTTa/MO3HaHMATA 3@ TeXHUTE COLMasHK
rnpasa, pecypcu U Bb3MOXHOCTU 3a CNpaBfAHe CbC 3aTpyaHeHud. [oCTaBUMKBLT MpefocTaBs
OEeNHOCTUTE MO KOHCYNTMpaHe Ha noTpebutenute C ues NoBUWABAHE Ha TeXHMS KarmauuTeT 3a
pa3bupaHe, ocMUCIsTHE N CNpaBsHE C MAEHTUPUUMPAHUTE 3aTpyAHEHUS.

HNupuxarop H3r0ouHuK HA uH opManus

83) Vreepaenute OOmm ycinoBus Ha yciyrute|- O6mm ycnosus Ha UKOP
OIKCBAT LIEJMTE, METOUTE Ha padoTa, IeneBara
rpyrna, OCHOBHU JACWHOCTH, OYaKBAaHU PE3YNITATH
U Jp. OT JeWHocTHTe 1O WHQOpMHpaHe Ha
MoTpeOUTeNnuTE.




84)  NeitHocTute ¢ ce

JIOKYMEHTHpaT.

noTpeduTeNnnTe

- JIHeBHUK 3a perucTpupaHe Ha MOTpeduTenu
(Peructop)

- IlucmMeHM JOKyMEHTH - Hamp. NPOTOKOJH,
(bopMyIsipu 3a KOHCYATHpPaHe, KapTu U Jp.

85) MHHTepBIOMpaHUTE CIYXKUTEIN IOCOYBAT
MIPUMEPH 32 ITOCTUTHATU PE3YJTATH.

- lHTEpBIOTA CBC CILY’KUTENIN
- lHTEpBIO C pPKOBOAUTEIS HA yCIyraTa

Kpurepwmia 11.2: [locTaBYNKbBT Ha CoOUMANHUTE yCNyrn npenoctaBst obyymnTtenHuTe AenMHOCTH 3a
notpebutennte cbobpasHo 3asiBEHUTE NOTPEOHOCTN N AOFOBOPEHUTE LLENU.

Nupukarop

HN3T0YHUK HA HH() OpMaAIUA

86) Y1BbpaeHute OONM YCIOBUS Ha YCIYTHTE
OTHCBAT LEIUTE, METOJUTE Ha paboTa, IeneBara
rpyrna, OCHOBHU JACWHOCTH, OYaKBaHU PE3YNITaTH
U Jpyrd OT JeiHocTuTe 1o oOydeHue Ha
MOTPEOUTENNTE.

- O6um yciosus Ha UKOP

87) JlocraBumkbT € paszpadorun IIporpama 3a
peanu3upaHe Ha COLMAIHU IpaBa U pa3BUBAHE
Ha yMEHUS Ha NOTPEOUTETHUTE.

88) HHTepBlOMpaHHUTE CIYXKHUTEIN TTOCOYBAT
MPUMEPHU 3a MOCTUTHATH PE3YJITaTH.

- Ilporpama 3a peanusupaHe Ha IpaBa H
pa3BUBaHE HAa YMEHUS

- IHTepBIO C PHKOBOJUTENS HA yCITyrara

- IHTepBIOTA CBHC CITYKUTEITH
- Ilpp  npunoxUMOCT,
oTpeduTeNN

- 3anucu/MpoTOKOIM OT HPOBEICHHM JAECHHOCTU
1o oOyyuTeaHara mporpama

UHTEPBIOTA  C

CtaHpapT 12: B3aMMOOTHOLUEHUS NOTpPeburenu - CAyXXuresnm

B obwoaocTbnHUTEe couunanHun ycnayrn MKOP ce cb3paBaT cpefa M yCNoBUSA 3a M3rpaxgaHe Ha
OTHOWeEHNA € noTpebutenute Ha 6asaTa Ha yBaXKeHWe, 3a4yuTaHe Ha pasnuMuuarta, nunca Ha
AVCKpUMUHALMA U cna3BaHe Ha npodecuoHanHn rpaHnum B obulyBaHeTo. Cnyxutenute obwysaTt
C noTpebutenute cbobpasHO THAXHATa Bb3PACT, O0COBEHOCTM B KOMYHMKaAUMUATa WU HMBO Ha

MHTENEKTYa/IHO pa3BUTHE.

Kpurepwuia 12.1: [JocTaBUYMKBLT Ha coumanHuTe ycnyrn paspaboTsBa v npwiara siCHM npaswunia 3a

B3auMmogencTseme Mexay ChayxXutennte wu I'IOTpE6VITeJ'IVITe,

0COBEHOCTKN Ca yBaXKeHM M 3a4eTEeHN.

B KOUTO JIMHHUTE TIpaHUN U

Nupukarop

H3Tr0ouyHuK Ha uH opManus

89) lHTepBrOMpaHHWTE  CIYKHTEIH  JaBaT
IpUMEPH 32 B3aMMOCHCTBHUE MOMEXAY CH U C
MOTpEeOUTENNTE.

- HaOmronenune
- IHTEpBIOTA CBC CILY’KUTENIN
- O0um ycioBust

90) Ilpm TPUIOKUMOCT HUHTEPBIOMUPAHUTE
norpedurenu CIOACIIAT puMepHu Ha
B3aMMOJICHICTBHE TIOMEXIy CH U CBbC
CITY’)KUTEIIUTE.

- HaOmronenune

- Ilpp  npunoxUMOCT,
oTpeduTeNN

- O61m ycioBus

UHTEPBIOTA  C

Kpurepwuit 12.2: [locTaBYMKbBT Ha couManHUTe ycnyru pa3pabotsa v npunara Mpoueaypa 3a
AencTBMe Npu NposiBa Ha HENMpUEMSIMBO MOBeAEeHWe OT CTpaHa Ha noTpeburen.

HNuauxatop

H3r0ouHuK HA uH opManus




91) HocraBunksT uMa paspaborena Ilpouenypa
3a JedcTBME MpU MpOsiBA Ha HENPUEMIIMBO
MOBE/IEHUE OT CTpaHa Ha MOTpeOUTEl.

92) HMma mucMeHHW  JOKa3aTeiCcTBa,  4e
MNOTPEOUTENNTE HA YCIYTUTE U TEXHUTE OJIM3KH
ca 3ano3Hartu ¢ [Iporemypara.

- Ilpouenypa 3a neilicTBue npu MNposiBa Ha
HENPHEMJIMBO TIOBEIEHHWE OT CTpaHa Ha
oTpeouTeN

- O6um yciaoBus

- lHTEpBIOTA CHC CILY)KUTEIN
- Ilpu  mpunoxumoct,
MOTpeOUTENH

HHTCPBIOTA C

93) Ilpunoxenute Mepku mo I[lporemypara ca
PETUCTPUPAHU U MPUIIOKEHH B JTOKYMEHTAIMSTa
32 NPENOCTaBsSHE Ha YCIYIUTE Ha CHOTBETHUS
MOTPEOUTEII.

- JlokymeHTanus 0 MPEIOCTaBsIHE Ha YCIYTHTE
Ha IMOTPEOUTENNTE

CraHpaprt 13: NpaBa v 3akpwia

Ob6wopocTbnHUTE coumanHn ycnyrm MIKOP ocurypsiBaT YC/iOBMS 3a Chna3BaHe Ha npaBaTa Ha
notpebutenunte, BKAOYUTENHO NPABOTO Ha 3aKpuia Ha JNYHOCTTA. YCAyrute ocurypssaT 3awmra
Ha noTpebutenute OT BCAKakBWM HOPMU Ha Hacunue, 3noynotpeba u HebpexXHOCT. JOCTaBUMKBLT
nHdpopMmnpa n nogkpens notpebutenute aa uspassiBaT MHEHWE MO BbMPOCU, KOUTO MM KacasaT unu
TpeBOXaT, 1 Aa Nosy4vyaBaT CBOEBPEMEHEH OTrOBOP Ha TAX.

Kpurepuia 13.1: [ocTaBuYMKbT Ha coUManHUTE YCAyrM Mno3HaBa W cnasBa npaBaTa Ha

notpebutenure.

Nupukarop

H3Tr0ouyHuK Ha uH opManus

94) Benuku cayxuTenu mo3HaBaT KoHBeHIMsATa
Ha OOH 3a mnpaBata Ha JeTeTO W/WIH
Konenmusra Ha OOH 3a npaBara Ha Xopara ¢
YBPEKJIAHUS U JPYTH PEIIEBAaHTHU HAllMOHATHU
U MEXYHAPOJHU JTOKYMEHTH.

- Ilporpama 3a BBBEXIAN0 W HAATPAKIAIINA
o0yJeHus
- IHTepBIOTA CBHC CITYXKHUTEITH

95) JlocTaBUMKBT € B CHCTOSIHUE Ja MPEACTaBU
JI0Ka3aTeJIcTBa 3a 3a4MTaHE Ha IMIPaBOTO Ha
MHEHHE, H300p, 3aYyUTaHE Ha JIMYHOCTTa Ha
NOTpeOUTENINTE MPU MPEJOCTaBSHE HA YCITYyTUTE.

- NUndopManinonHu Marepuanu
- lHTepBIOTa CBC CIIY)KUTEIU

- Ilpp  npunoxumocT,
noTpeouTenu

- InTepBIO C pHKOBOAMUTENS HA YCIYTUTE

UHTEPBIOTA €

96) JocTaBYMKBT € Cb3lal BB3MOXKHOCT Ha
MOTPEOUTENNTE 3a MMOJJaBaHE Ha KaJIOH.

- Ilpouemypa 3a momaBaHe Ha KaioOH,
IpeJcTaBeHa IO JOCTBIIEH 3a MOTpeOuTennuTe
Ha4YuH

- Ilpp  npuIoXMMOCT,
moTpeduTeNn

- Peructsp 3a xanbute

UHTEPBIOTA  C

97) Ilpm HEOOXOIMMOCT CITY’)KUTEIIUTE
NPEMUHABAT BEIHBXK TOAUIIHO OOy4YeHHE 3a
3aKpuiia OT HacUJIHe.

- YocroBepeHue ot o0ydeHune

- MHTepBIOTA CHC CIYKUTEIUTE

- Undopmarus, moamucana oT pbKOBOAUTENS HA
YCIIYTHTE

- Habmonenue Ha cpenata

Kpurepwuia 13.2: [1oCTaBYMKBT Ha COLMASIHUTE YC/yM Cb3ZaBa Bb3MOXHOCT 3a obpaTHa Bpb3ka
OT noTpebutenute OTHOCHO YAOBNETBOPEHOCTTa OT MoJslyyeHaTa NoAKpena v npu OLeHKa Ha
M3nbsiHEHMETO Ha lporpaMaTta 3a pa3BuUTUE Ha KAyecTBOTO.

HNuauxatop

H3r0ouHuK HA uH opManus

98) Pa3paborenu dopmu/MaTepuamn 3a THPCCHE

- ®opmu/MaTepralii 32 ThPCEHE HAa MHEHHUETO




Ha MHCHHETO Ha OTPEOUTEINTE. Ha TOTPeOUTETN
- [Iporpama 3a pa3BUTHE Ha KAUECTBOTO

99) Ilporpamara 3a pa3BuTHE Ha KadecTBOTO U|- CowabpkareneH mnpernen Ha [Iporpamara 3a
FroanwHnat otdeT kbM AKCY oTpa3sBaT|pa3BUTHE HA KAYECTBOTO

NOCTUrHaTUTE pe3yntat oTl| - CbabpyxaTteneH npernen Ha
npoy4yBaHeTO Ha yAOB/IeTBOPEHOCTTA. |ob6obweHaTa nHbopmMaums oT
npoy4yBaHeTo

- TlToanweH otyer <c o0606uWeHa
nHpopmaumsa (kbM 31 Mapt 3a AKCY)

O6LWoA0CTbMHMTE CoLManHn ycnyru MKOP moxe pa ce npeaoCTaBAT CaMOCTOATEJIHO /TN
1
KOMMJNIEKCHO CbC cieaHuTe couunasnHn ycnyru:

- MHMOPMMPAHE M KOHCYNTMPaHe - KaTo chnelnanmMsvMpaHa coumnasnHa ycnyra;

' MpY KOMMMEKCHO NPEAOCTaBAHE HAa COLMANHN YCYrM AOCTaBUYMKbBT MO CBOS MpELEHKa MOXE Aa
paspaboTBa 06LM UK OTAENHU NporpamMu, NpaBuna, PermcTpmu U Apyrn 0KYMeEHTHU 3a
pasfiMYyHUTE BUAOBE CoLManHu ycnyru. Mpu npyunaraHe Ha noaxoAa 3a obuiy AOKYMEHTU 3a
BCUYKM NPEAOCTABSAHN KOMMJIEKCHO YCYTM CliefiBa Aa UMa sicHa n aobpe CTpyKTypupaHa
MHbOpMaLMS 3@ BCUYKM BUIOBE COLLMANHW YCYTM, KOUTO AOCTaBUYMKbLT NPefocTaBs, KakTo U 3a
BCUYKM BUIOBE COLIMANHN YCNYIU, KOUTO BCSAKO OT JiMLaTa MNos3Ba KOMIMIEKCHO OT eAnH
OOCTaBYMK.

- 3aCTBMHUYECTBO N NOCPEesHNYECTBO;

- Tepanusa u pexabunutauus;

- 0by4yeHue 3a npngobmBaHe Ha yMeHUs - KaTO CcneuunanmsanpaHa coumasnHa ycnyra;

- nogkpena 3a npuaobuBaHe Ha TPyAoOBM yMeHus (3a Mnagexum Hag 16-rogviiHa Bb3pacT U
Mb/IHONETHM NMua).

JocTaBumkbT Ha obuwogocTtbnHuTe coumnanHm ycnyrm UMKOP Moxe pa npuBnvya/BKAOYBa B
AerHoCTTa Ha ycnyrata pgobposonuM cbrnacHo paspaboTreHa OT JocTaBuMka Mporpama.
BKklOYUBAHETO Ha CTaXaHTW e cned CKAK4YBaHe Ha CrnopasyMeHus Mexay n[oCTaBuuka U
CbHOTBETHUTE BUCLUM Y4ebHM 3aBeaeHus.

Mpwno>keHuwe 2

KbM 4. 4

CTaHAapTv M KpUTEpUM 3a Ka4YeCcTBO Ha cneyManusvpaHa couuasiHa ycayra
UHdpopMMpaHe U KOHCYJ/ITUpaHe

A. loCTaBYMKBbT Ha cneyuvasausmpaHaTa couuvanHa ycnyra HdopMupaHe n KOHCYJITUpaHe
(VK) e anb)>xeH fa oCUrypu cjieAHMTe CTaHAapTv 3a opraHvsauMsa M ynpasJieHWe Ha
couuvanHarta ycayra:

CtaHpaprt 1: YnpasneHue

CucTemMaTa 3a ynpas/ieHMe Ha creymanmanpaHaTa coumanHa ycnyra UK ce npunara epekTuBHO
LSNOCTHO, KaTo HacbpyaBa KyJTypa Ha KayecTBOTO. YchayraTa rapaHTvpa, 4de uenute Ha
coumanHaTta ycnyra, wuvHAMBmMAyanHute noTpebHoCTM Ha noTpebutenute UM NOCTUrHaTUTE
pe3yaTaTn 3a TAX ce peanusmpaTt Mo Bb3MOXHO Hal-edeKTUMBEH Ha4yuH, KaTO Ce aHraxwupa c
pa3BMBaHeE W nNpuiaraHe Ha 4o6pu NpaKkTUKM.

Kpurepuia 1.1: [locTaBUYMKBT Ha colManHaTta ycflyra npunara CUCTeEMa 3a ynpaBieHue Ha
CNyXuUTtenute, pecypcute n KayecTsoTo.

HNupuxarop H3Tr0uyHuK HA MH opManus

1) Pasnucana cucrema 3a ympaBieHue Hal— JlOCTaBUMKBT NpencTaBs J0Ka3aTelCTBa 3a
KauecTBOTO, B T.Y. Ha CNYXWUTENNTE W|HanM4Me Ha CUCTEMA 3a YIIPABJICHHE

pecypcuTe. — TIMcMEHN MOMMTUKA W TIPOLEAYPH, TIPABUIIA,

IpaBUJIHUIIN

— Huadopmanus, moanucaHa OT PBKOBOJUTEIS
Ha yciyrara




2) O6o0mena uHpopMalus (crpaBka) OTHOCHO
pesyiTaTa 3a HMOTpPEOMTENNTE 3a AKTUBHUTE MU
NPUKITIOYCHH CITydau.

— IlonbaHeHa dopma ¢ 06001eHa nH(opmaus
(mepuon  oT  Bpeme, Opoii  oOXBaHaTH
norpedbutenn, npobremu  (paspemieHn
HepaspelieHu ), 00| TeHACHITUU U p.)

— UIIII na notpeOurtenute

3) Ilporpamara 3a pa3BUTHE Ha KaueCTBOTO W

NroanwHuat otyueT kbM AKCY oTpassgaBar
MOCTUrHaTUTE pe3ynTaTu.

— Coabpxarenen nperien Ha [Iporpamara 3a
pa3BUTHE HA KAYECTBOTO

— CoappkaTeneH mperyiel Ha 0000leHara
nHpopManus

— lopumen otuer ¢ 00o0OmeHa HHpopMaIus
(xpM 31 mapT 3a AKCY)

4) BcuuKkd CHOyXKHTEIH Cca 3all03HAaTH ChC
CHIBpPXKAHUETO Ha 0000ImeHara uHQopmamus 3a
IIOCTUTHATUTEC pe3ynraTtu u B3E€Mar I1og
BHHUMaHHE BCUYKH OOCTOSITEJIICTBA OT 3HAUCHUE

3a o100psIBaHE Ha eXelHEeBHATa UM padoTa.

— MHTEpBIOTA CHC CIYKUTEIHN

Kpurepwuit 1.2: YnpaBneHneTo Ha coumanHata ycnyra MK e scHO CTpyKTypupaHo, KaTo
ynpaBAsBalLOTO ycsyrata Jvue e Ha3HadyeHo OT AOCTaByMKa Ha ycyraTta 3a OCblecTBsABaHe Ha

PbKOBOACTBO M € paboToAaTen Ha CNyXuTenure,

npefocTaBsWM ycayraTa.

Nupukarop

H3r0ouHuK Ha uH opManus

5) JeiiHocTTa Ha yciayrata ce YOpaBisBa OT
Ha3HA4Y€H OT JOCTABYMKA PHKOBOIAUTEIL.

— JloroBop 3a Ha3HawaBaHe (BB3laraHe) Ha
JUIETO, YIPABJISABAIIO COLMAIHATA YCIyra

— IIpu npunoxuMocT, BaTUAHO IIBIHOMOIIHO Ha
PBKOBOIMTENS Ha ycayrara

6) OmnpeneneHu ca OTTOBOPHOCTUTE, HUBATa Ha
B3€MaHE€ Ha peleHus (MOJYMHEHOCT) |
3aTBIDKEHUSTA Ha CITY)KUTEITUTE.

I[J'IT))KHOCTHI/I XapaKTCPpUCTUKH Ha

CIIY’)KUTENIUTE (BKJI. OpraHUTpaMa)

Kpurepwmia 1.3: [locTaBUMKBT Ha coumanHaTa ycnyra npunara Metoam 3a paborta, cbobpaseHu c
npoy4eHn aobpu npaktukm 3a paboTa C geua v/ wam avua, BKIKOUYUTENHO C YBpeXAaHus.

HNupukarop

HN3TouyHnKk Ha MH{( opMaUs

7) Ilpu BB3MOXKHOCT, YCTaHOBSIBAHE Ha METOAM
3a paboTa B yciyrara, ChoOpa3eHu C TMPOYYCHH
JOOpY TIPAaKTUKK W TOJXOAW 3a pabora ¢ jerna
W/WJY JIATIA, BKITIOYUTETTHO C YBPEXKIAHUS.

8) IIpu BB3MOKHOCT PHKOBOJUTENAT Ha ycayrara
oco4YBa MOHE €AHa J00pa MpaKTHKa/MHOBAIuS,
MPUJIOKEHA B yCIIyrara.

— JHTEpBIO C pPHKOBOAUTENS HA yCiIyrara

— Nudopmanus, noanucaHa oT PBKOBOAUTENS
Ha yciryrara

CtaHpapT 2: OpraHu3aums Ha geHocTure

CneumanusvpaHata couuanHa ycnyra WK opraHv3vpa [elHOCTUTE 3a MocpellaHe Ha
NHAMBUAYANTHUTE NOTPEBGHOCTU Ha NOTPEBUTENUTE OT MHGMOPMUPAHE U KOHCYNTMpaHe BbB Bpb3Ka
C M3MNWUTBAHUTE OT JIMLLETO NPO6AEMU U 3aTPyAHEHMS, U OBMUCNSIHE HA Bb3MOXHUTE pELUEHUS U



OEeNCTBUSA 3a npeogonsasBaHeTo MM. [eMHOCTUTE Ha ycayrata ca OpraHuMsuMpaHun ga ocurypsiat
noakpena Ha notpeburenure.

Kpurepuia 2.1: [JocTaBUYMKBLT Ha couManHata ycnyra e paspabotun m npunara [porpama 3a
npefocTaBsHe Ha ycjyrata cbobpasHo LenesuTe rpynu n Haco4eHoCTTa Ha noakpenarta.

HNuaukarop H3T0unuK HA uH opManus

9) IIporpamara e cpoOpaseHa ¢ neneBure rpynu,|— [Iporpama 3a mpegocTaBsiHe Ha yciayraTa
HACOUCHOCTTa Ha MOJKpernara W MOCTABCHUTE

— MHTEpBIO ¢ pHKOBOAUTENS HA yciIyrara
LEJIH.

— I/IHTepBIOTa CBC CIIYXXUTECIN

10) OcHoBHUTE AeWHOCTH Ha mporpamara ca|— HaGmronenue
MOCTaBEHU Ha BUIHO MSCTO.

11) UnTepBronpanute ciyxutenu gaBaTt npumep|— MHTEpBIOTa ChC CIYyKUTENN
OT CBOSITa I[IpakTMKa IO TIpUJIaraHe Ha

— Huadopmanus, moanucaHa OT PBKOBOJUTEIS
Iporpamara.

Ha yciyrara

Kpurepuit 2.2: [10CTaBUYMKBT Ha coLManHata ycnyra e opraHMsmpasn no4yacoBo AeNHOCTUTE C
BCeKW noTpebuten cbobpasHo UHAMBUAYANHUTE MY NOTPEOHOCTU, KENaHUA U Bb3MOXHOCTH.

HNupuxarop H3T0uHuK HA MH} opManus

12)  [leitHoctute Ha  ciayxkurtenute  ca|l— MHTepBIOTA CHC CIYKUTETH
paznpenenenu cbo0pazHo MHauBU IyanHus 1i1aH

— UIII na notpeOutenute
3a moakpena (UI1IT) na Bcexu moTpeduTen

13) OcHoBHHTE neitHOCTH 3a Beeku morpeduten|— CenmudeH rpaduk 3a paboTa Ha CITY)KUTEIUTE
ca pasnmucaHM B WHAMBUIyaJeH Tpaduk 3a

— MHnuBuayanuu rpaduiy Ha MOTpeOUTETUTE
pa0ora.

14) IHTEeH3UBHOCTTAa HAa CPEIMTE CE OMpeaess
OT OIleHKaTa Ha Ciydyas, HO HE € MO-PAAKO OT
BE/IHBK CEAMUYHO.

15) HeitHoctute ¢ moTpeOuTenuTe  ca
OpraHU3WpaHW WHAWBUIYaTHO W/WIM B Tpymna
(Ha mOTpeOMTENN CBhC CXOJAEH MpoOJieM WIH
3aTPYAHEHUS] W/MIU C y4acTHETO Ha JHUIa OT
CeMEWHHsI KpBr M Jpyrd 3HAYUMH 32
OTPEOUTENS IUIIA).

Kpurepuia 2.3: MNpy NpuIoXMMOCT AOCTaBUYMKBLT Ha coUManHaTa ycnyra npeaoctaBs AeWHOCTUTE
Ha ycnyraTta n MobusHo.

Nupuxarop H3r0ouHuK Ha uH opManus

16) TIlpu HeoOxomumoct B  UIIl  na|— UIIII Ha moTtpeOurtenute
NOTPeOUTENINTE Ca 3aJI0KEHU AEHHOCTUTE, KOUTO
Ce MPEeIOCTaBIAT MOOUITHO.

17) JocraBuukbT € ocurypun mnonaxojsum|— HaOnronenue u onucanue
yclIOBUS/CpeICTBA 32  INpUABWXKBAHE  Ha

— MHTEpBIOTA CHC CITYKUTEIN
CILY)KUTEIJINTE.

18) BpemeTo 3a mpuaBUKBaHE Ha CIY)KUTEIUTE




32 MOOHMJIHO npeaoCraBgdHe Ha Yycjiyrara ccC

— CenmuueH rpaduk 3a paboTa Ha CITY)KHTEINTE
OTYHUTA KaTo pabOTHO BpEME.

— MnuBuyanHu rpaduuy Ha moTpeduTenuTe

CtaHpapTt 3: MsacTO Ha npeaocTaBsiHe

MacToTO 3a npedocTaBsiHE Ha crneyunanmsampaHaTa couwnanHa ycnyra WK crnocobcTBa 3a
3a40BoIsiBaHe notpebHocTuTe Ha noTpebutenute, nonssalin ycayrata, M TAXHOTO CoOLMANHO
BKJ/IIOUBAHE.

Kpurepuinr 3.1: MsAcTOoTO Ha coumanHata yciayra WK e KOMyHMKATMBHO. Ycayrata Wuma
agMUHUCTpaTMBEH aapec Ha npeaocTassiHe.

(*) MNpu n3Ls710 MOBUIHO MPEAOCTaBsIHE Ha coumnasaHata ycsyra TO3u KpUTepui ce rpoBepsiBa B
4YacTTa 3a oCUrypsiBaHe Ha agMUHUCTPAaTUBEH aapec Ha ycJryrara.

Nuauxarop H3T0ouyHuK Ha uH opManus

19) Cpenmata, B kosito ce Hamupa WK, e|— HaGmronenue n onrucanue Ha cpeiara
MOJXOAIA MO OTHOIICHHWE Ha MpHUiexallara

UH{QpacTpyKTypa.

20) 3a noctria g0 MK HsaMa mperpaau U mpedku
kato OapuepHu, 3a0paHa 3a CIIUpaHe.

21) YcraHoBsiBaHE Ha aIMUHHUCTpATHBEH ajapec|— Pemenne Ha OOIMHCKUS CHBET, a B CIy4auTe,
Ha yclyrara. KOrato coluajgHarta yciyra € JAelieTMpaHa oOT
IbpKaBaTa  JEWHOCT, u 3amosen Ha
WU3IBIHUTEIHHUS AUPEKTOp Ha AreHuuara 3a
COIIMAJTHO ITOAIIOMAaraHe

— Peructsp Ha AKCY

CraHpaprt 4: CneumanmsmpaHa cpega

CneumanunsupaHata cpefa, B KOSATO Ce npefocTaBs couumanHaTta ycnyra UK, kaTo apxuTekTypa,

(YHKLUMOHANMHOCTN U  AM3aiH, Cb34aBa YC/IOBMA 3@ nocpellaHe Ha notpebHocTuTe Ha

notpeburenure.

Kpurepuit 4.1: NoMelleHnaTa 3a MHAMBMAYaNHa w/unu rpynoea paboTa ca AOCTaTbyHO Ha 6poi,

AOCTbMNHKU, 063aBegeHn, cbobpaszeHo C QPYHKLMOHANMHOTO UM MnpefHa3HayeHne un noTpebHocTuTe
*

Ha notpeburtenure.

(*) MNpu n3151710 MOBUIHO MPEAOCTaBSIHE Ha coumnasHata ycsyra TO3uM KpUTEPUI Ce rpoBepsiBa B
4YacTTa 3a OCUrypsiBaHe Ha MaTepuasiHu yC/iI0BUS 3@ BOAEHE U CbXPaHEHUE Ha JOKYMEHTaUusTa.

Nuauxarop H3T0unuK HA uH opManus

22) Ilpu BB3MOXKHOCT, ¢oaiie 3a mnpuem Ha|— HabmogeHue u onucanue Ha MOMEIEHUATA
MOTPEOUTENNTE U CHIIPOBOXKIAIMTE TH JIUIIA.

23) Ilpu  npunoxumoct  MebenuTe U
ChOPBKEHUSATA B yciyrara ca 00e30MmaceHH
(Hamp. 3ao0ysieHu  ppOOBE Ha  MeOenuTe,
00€30I1aceHH eIeKTPUUECKH KOHTAKTH U JIp.).

24) TloHe emHO TMOMEIIEHHE 3a HHIMBHUIyalHA
pabora ¢ moTpeduTenure.

25) IloHe enHO MOMEIICHUE 3a TPYIoBa padboTa ¢
moTpeouTenure.

26) IloHe eqHO TOMEIICHUE 32 CITY)KUTEIIUTE.

27) VYcnoBus 3a CbXpAaHCHUC Ha JIMYHA|— Ha6J’IIOI[eHI/Ie 1 OIMKUCaHUEC HAa MTOMCHICHHATA




JAOKYMCHTAllUS Ha HOTpe6I/ITeJ'II/ITe U apxXuB

v — IlpaBuna 3a mocThI A0 NOMEUICHHSTA U
(Hamp. MeTaseH mKad, KOWTO ce 3aKIT0YBa).

JIOKyMEHTAaIusTa

28) Hamnuno e HeoOxoaMMo o00OpyaBaHE MpH
ChONIOIaBaHe Ha MPOQPECHOHATHUTE HOPMU U
U3MCKBaHUA — JoMo(oH, TenedoHEeH TOCT,
WHTEpPHET BpB3Ka, BUACOHAOMO/IeHHE (B OOIM
NOMEIICHMs, KOPUJIOPH, BXOJOBE), CHUTHAJHA
WHCTAJIAIMS, aKo € TIPUII0KHIMO.

Kpurepuit 4.2: CaHUTapHO-XUIMEHHUTE NOMELLEHNS B colmanHaTta ycayra UMK ca gocTaTb4YyHO Ha
6pon N BCUUKU CAHUTAPHU CHOPBXEHUS Ca B U3MPABHOCT.

(*) Mpu wu3ysio0 mMobuiHO MpefocTaBsiHE Ha couwmasHata ycjayra TO3u KpuTepuii He ce
rnposepsiBa.

HNupuxarop H3T0uHuK HA MH opManus

29) O6ocobeHU ca OT/IeTTHU CaHUTapHH BB3IU 3a|— HabnroneHue u onucanre Ha MOMEIICHUATA
CIY)KHTEJIH | 332 TOTPEOUTEIH.

30) Ilome emHO CaHUTApHO TIOMEIICHUE €
MPHUCIIOCOOCHO 32 MOJI3BaHE OT MOTPEOUTENN ChC
3aTpyIHEHUs IPU TPUABUKBAHE.

31) Bcuuku CaHMTapHM  CBOPBXKEHHS ca
paborenm.

Kpurepwmit 4.3: [JocTaBUYMKBLT Ha coLManHaTa ycayra crna3Ba CaHUTapHO-XUTMEHHUTE U3NCKBAHUS
Mo OTHOLUEHWE OCBEeT/IeHMe, OTOMIEHNE U BEHTUNALUMS Ha BCUUKM MOMELLEHUS.

(*) Mpn u3ysa10 MOOGUIHO MPEAOCTABSAHE HA COUMA/IHATa YyCJyra TO3U KDUTEPWI HE Ce
rpoBepsiBa.

HNupuxarop H3r0ouHuK HA uH opManus

32) Beuuku nomeneHus ce OToIIsABAT, Kato npe3|— HaOmtoneHune M onucaHue Ha MOMENIEHHUsTa
3UMHUS TEpUOA Ce€ MOAIbpKa IOCTOSHHA|(TEpMOMETHD B yciyraTa)

Temineparypa B CBOTBETCTBUE C XUTHEHHUTE
n3uckBanus — MuH. 20°C, Korato ce Imoa3BaT OT
noTpeOuTeNunTe.

— Koraro e mnpuioxumo, HHTEpBIOTa C
OTpeduTENN

— Koraro e IPpUI0KUMO, HUHTEPBIOTA CBC
CIIY)KUTCIIN

33) IlomemeHusara ca mnpoBeTpeHH U HsMaT|— HabmiomeHue u onucaHue Ha MOMEICHUATA
cnenu@uyeH Mupuc.

34) Hsma wHanuuume Ha Bjara M MyXbJI B
MOMEUICHUSITA.

35) Bcuuku moMenieHUs 3a HM3MBIHEHHE Ha
JNeMHOCTH ¢ MOTpeOUTENUTe HUMaT €eCTECTBEH
M3TOYHUK Ha CBETJIMHA.

Kpurepuit 4.4: CneunanusmpaHaTa cpega (MaTepuanHata 6asa), B KOSITO ce NpeaocTaBs
coumanHaTa ycnyra VK, e B CbCTOSIHME Aa NMoCpeLLHe noTpebutenn cbC cneumanHm
*

I'IOTpe6HOCTVI, BKJTIOYUTENTHO Npu NpnaBm>XBaHe.



(*) lMpyu un3ysino mMobuAHO rpeaoCcTaBsHE Ha CcoumasHara ycsayra TO3um KDUTEPUI HE Ce
rpoBepsiBa.

HNuaukarop H3T0unuK Ha uH opManus

36) OynkumoHuWpami@a pamrna und - apyru|— HaGmrogeHue u onucaHue Ha cpenaTa
MOJXOISAIIM TIPUCIIOCOOIeHHsT (HaIp. acaHChop,
MOJEMHUK) Ha TMOIXOJAII0 U JIECHOJIOCTBHITHO
BXOJIHO MSCTO KbM yciryrata UK.

37) Bpatute mosBonsBaT  momsBaHe  oT| [Tpu BB3MOXKHOCT, HHTEPBIOTA C TOTPEOUTENN
noTrpeduTenu ChC 3aTpyAHEHUS npu

NpUIBUKBAHE — HAMAT NparoBe, OpaBUTE ca Ha
JOCTBITHA 32 MOTPEOUTETUTE BUCOUHHA.

- I[OKYMGHTI/I 3a BBBCK/IAaHC B CKCIIJIOaTaliusg Ha
CBbOTBCTHOTO CHbOPBIKCHUC

- Ha6J’IIOIleHI/I€ " OIIMCAaHUC Ha Cpcaara

38) IllupounHaTa Ha BCHYKA KOPUJOPH U BpaTH
o  MObTd  Ha  JIBU)KEHHE  I103BOJISABAT
Oe3NpensITCTBEHO NPEMUHABaHE Ha WHBAJINJHA
KOJIMYKA.

CtaHpapT 5: be3onacHOCT U CUrypHOCT

CneumnanusmMpaHaTa coumanHa ycnyra WK ocurypsiBa curypHa UM 6e3onacHa cpeaa 3a

NnoTpebUTENUTE U CAYXUTENUTE CMopea AEUCTBALLMTE HOPMATMBHM  M3BUCKBaHWUSA, KaTo

[OCTaBUYMKBT PErynsipHO CbracyBa AEWCTBUATA CU C NPEMNOPLKUTE HA KOMMNETEHTHUTE OpraHu.

Kpurepwit 5.1: [loCTaBUMKLT Ha CcouManHaTa yciyra OCUrypsiBa aBapuiiHa M MoXXapHa
-

6e30MacHOCT 3a NOTpebuTennuTe N CRyXuUTenuTe.
(*) lMpyu un3yssa0 MobUIAHO rIpeAoCTaBsHE Ha CcouMasHara ycsayra TO3u KDUTEPUI HE Ce
rpoBepsiBa.

Nuaukarop H3T0unuK HA uH opManus

39) Pa3paboten [lnan 3a 3aumra npu OenctBus u|— [lnan 3a 3anmTa npu 6eCTBHS U aBapUH
aBapHH.

40) MHTepBIOMpaHUTE CIYKHTEIH ca 3armo3HaTH|— MHTEpBIOTA ChC CITY)KUTETH
ChC CBOMTE 3aabiKeHUs mo [lmana 3a 3ammra

— [Inan 3a 3anmTa npu 6eJCTBUS U aBApUH
npu OECTBUS U aBapHu.

— Ilporoxonmu ot mpoBeaeHH — yd4eOHU
€BaKyallHOHHU MEPOTIPUSTHUS

— IIpenmucanuss ©Ha Ciyxb6a 'lTloxxapHa
0€e30I1aCHOCT U 3alliTa Ha HaceIeHUeETO"

— Hoxapuo nmocue/llpouenypa 3a peakuusi mpu
nokap

41) Nma obGo3HnaueHn aBapueH u3xoia, paboremo|— HabmoneHue

CBAKYALIMOHHO OCBCTICHHC. —  Ilporoxomu/mpennucanus ot  Cayxba

'Tlo’xappa  Oe3omacHOCT W 3alMTa  Ha
HacelneHuero"

42) EBakyannoHeH MIaH — MOCcTaBeH Ha BUIHO|— HaOmroneHue
MSICTO U B €Ibp IIJIAH.

Kpurepwuia 5.2: [JocTaBUMKBLT Ha couManHaTta ycayra npuniara npouegypa 3a CbXpaHeHue U
M3nosi3BaHe Ha NoTeHuWasHO BpeAHU BeLlecTBa.



(*) lMpyu un3ysino mMobuAHO rpeaoCcTaBsHE Ha CcoumasHara ycsayra TO3um KDUTEPUI HE Ce

rnposepsiBa.
HNuaukarop H3T0unuK Ha uH opManus
43) Hammuna nucmena  mpoueaypa 3a|— [Ipouenypa 3a cbXxpaHeHHE W HU3MOI3BAHE Ha

CBEXPAaHCHUC W H3MNOJI3BaHEC Ha IMOTCHIUAJTIHO
BpCIHU BCHICCTBA.

44) Hma nucMeHM Yyka3zaHUs 3a HauMHa U
JI03MpOBKATa Ha M3MOJI3BaHE Ha IpernapaTure 3a
Ne3uHGEeKIUsT Ha pBLETe Ha CIYXHUTEIHUTE,
MOTPEOUTENNTE U Ha TOBBPXHOCTHUTE.

45) Muenm cpeacTBa W APYIH TMOTEHIIUATHO
BpEIHHU BEIECTBA ca SICHO O0O3HAYeHW U Ce
ChXpaHsABaT B CIELHUAJIHM 3a TOBA MECTA, KOUTO
ca HEeJIOCTBHITHHU 3a MOTPeOUTEIHTE.

MOTECHIMAJTHO BPEIHHN BEIICCTBA

— HaOmronenue Ha moMeleHusTa

— MHTepBIOTa CHC CITYKUTEIIN

Kpurepwuia 5.3: [JocTaBUMKBLT Ha couuManHaTta ycnyra npwnara lMporpaMa 3a nNpeBeHuus U niaH 3a
AelCTBME NPpU Bb3HUKBAHE Ha enuaeMmnyHa cutyauusi. [oCTaBUMKBLT OCUIypsiBa IMYHU MpeanasHu

CpeAcTBa 3a CNYyXXUTENUTE B ycsiyraTta.

HNupukarop

H3T0ounuK Ha uH opManus

46) Pazpaborena Ilporpama 3a mpeBeHIUS U

— IIporpama 3a npeBeHIMs U IUIAH 3a JIEUCTBUE

IJJaH 33 JeHCTBHME MNpU BB3HUKBAHE HAa|IIpW BB3HHWKBAHE HA CMUJIEMUYHA CUTYaLIUs
eNUJIEMUYHA CUTYalUsl.
47) Bcuuxku cioyxutenu ca 3ano3Hath  ¢|—  JlokymeHT,  yJocToBepsBall, Y€  Ha

pasnucanara [Iporpama 3a mpeBeHITHS U TUTaH 32
JCWCTBHE TP BBH3HUKBAHE HA CIHJIEMHYHA
CHUTYaIlHSL.

CIIYXKUTCIIMTE € MMPCAOCTaBCHA ITporpamMara

— JIoKkyMeHT, yJaocToBepsiBalll, 4e ce MPOBEXk/aa
MEePUOIUYEH UHCTPYKTAXK

— MIHTEpBIOTA CHC CITYKUTEIIN

48) Becuuku ciykKUTeNu UMaT JIUYHU Mpearna3sHu
CpeAcTBa MacKd, €IHOKPaTHH IPECTUIIKH,

PBKAaBULIM U JIP.

— HaOmronenme Ha moMernenusra

— MHTepBIOTA CBHC CAYKUTETH

Kpurepwuit 5.4: [JocTaBUMKBLT Ha couManHaTta ycayra rapaHTupa 3akpunarta Ha notpeburenure
Npu HacTbNBaHe Ha MHUMAEHT, 3acTpallaBall XMBOTa M 34paBeTo Ha notpeburen.

(*) Mpu wusysino mobunHO rpegocTaBsiHE Ha
rnposepsiBa.

coumnanHata ycayra TO3U KDUTEPWIA HE ce

HNuauxatop

H3T0uHuK HA MH} opManus

49) VrBvpaena Ilpouenypa 3a jgeiictBue mnpu
WHIUICHT/CMBPT Ha TOTPEOUTET.

— IIpoueypa 3a AeiicTBUE MpU UHIUACHT/CMBPT
Ha moTpeduTen

50) Bcuukm Ciy>KuTenu ca 3aro3HaTH ChC CBOUTE
3aIbIbKeHMs cbritacHo [pouemypara.

— MHTepBIOTa CBHC CAYKUTETH

— Ipotokon(u) 3a mpennpueru JeHCTBUSA U
pe3ynTaTuTe OT TIX

51) [IlpoBemeH  UWHCTpyKTaX/OOydeHHWE  Ha
CIIY)KUTEJIUTE 32 OKa3BaHE Ha MbpPBa MOMOII[ TOHE

— Nudopmanus, noanucaHa oT PBKOBOAUTENS
Ha yciryrara




BEJHBXK IIpe3 nocaeaHuTe 12 mecena. _ TpoTokon(i) or npoBeeH
WHCTPYKTaXX/00ydeHue
52) Bcuuku mnotpebutenn w/mian  TexHute|—  Ilpy  OpHIOKKMMOCT,  MHTEPBIOTa  C

3aKOHHU TPEICTaBUTENN ca MHQOpMHpaHH moO|moTpeduTenu
MOJIXO/SI HAYMH 32 pefia Ha MHPOpMHUpaHEe MpH
CiIy4ail Ha MUHIIUJCHT.

CtaHpaapT 6: NMNoBepUTESIHOCT U CUrYPHOCT Ha UHOpMaumaTa

CneumanusmpaHata couuanHa ycnyra WK rapaHTMpa B MakKCUMManHa CTeneH 3awuTta Ha
NMOBEPUTENHOCTTA, CUIYPHOCTTA Ha IMYHUTE AaHHU U MHPOPMaLmMaTa 3a notTpebutenure.
Kpurepuin 6.1: [JocTaBuYMKbT Ha couManHata ycnyra pa3paboTBa W npunara MNOAUTUKU U
npoueaypv 3a CUrypHOCTTa M NOBEPUTENTHOCTTA Ha IMYHUTE JaHHM 3a NoTpebuTenure.

HNupuxarop H3r0ouyHuK Ha uH opManus

53) Bcuwukm caykaTenn ca  3anmo3Hatw  c|— IlmcMeHa moiuTHKAa W TPOIEAYPU OTHOCHO
MOJIUTHKATa W TMPOIEAYpUTE 3a 3alMTa Ha|3ammTara Ha JUYHUTE JaHHU W WHQOpManusTa
JUYHUTE JAHHU W Cca HAsACHO C OTTOBOPHOCTHUTE|3a MOTPEOUTENNTE U CeMeiicTBaTa

CHM 3a MOJAbpPKAaHE Ha IIOBEPUTEIIHOCTTAa Ha
uHpopMaruaTa 3a TOTPEOMTENUTE U TEXHUTE
CEMENCTBA. — HWuadopmanus, moanwca€Ha OT PHKOBOJAUTEIS
Ha yciyrara

— MHTepBIOTa CBHC CAYKUTETH

54) Kenaeumrte na nmons3ar comuanuara yciyra|l— [loanucanu Jlexnaparuu
(pomMTENUTE/3aKOHHUTE  TIPEJACTABUTENIN) Ca
noanucanyd Jlekmapanus 3a  chIylacMe  3a
MpPeIOCTaBsHE U 00pa0OTBAaHE HA JIMYHH JIAHHH
3a neaute Ha nu3rorssguero Ha MOIT u UITL

Kpurepwuit 6.2: [JoOCTaBUMKBLT Ha CcolLManHaTta yciyra apxmBupa AOCUETaTa Ha noTpebutenute u
MM CbXpaHsiBa CbINacHO U3UCKBaHMATA Ha BbTpeluHn NpaBuna 3a apxuBupaHe Ha MHdopMauusaTa.

HNupuxarop H3T0uHuK HA MH} opManus

55) Bcuuku JoxkymeHTHM ce apxuBupar 1o|-— IlpaBuia 3a apxuBupane

[IpaBnua 3a apxuBHpane Ha NHQOpMALAATa. — 3amoBen, onpenensia checraBa Ha Komucus ot

CI)KHTEIM Ha YyclyraTa 3a apXUBHUpaHE,
ChOOpaA3HO BHTPEIHUTE MTPABUIA

56) [Ipouenypata 3a 3ammTa Ha JUuuHUTE HaHHH|— [Iporenypa 3a 3anmTa Ha JUYHUTE JAHHU Ha
Ha OTPEOUTENUTE ChbPKA YCIOBUATA, BPEMETO| MOTPEOUTETUTE
" pcaa 3a YHUIIOKABAHC HA JIMYHUTC OJaHHU.

CraHpapTt 7: Pabora c o6wjHOCTTa

Pa6oTtaTa ¢ 06WHOCTTa M CUCTEMHATA KOMYHMKaLMa Ha ChneuuanuimpaHaTa coumnanHa ycnyra UK
C MapTHbLOPW, APYrM AOCTaBYMLM, AbPXABHM U OBWMHCKKM Cnyxbu, 6usHec, Meamm wn apyru
AONPUHACAT 3a COLMANHOTO BKAOUBAHe Ha noTpebutenute B 06LLEeCTBOTO.

Kpurepwia 7.1: [JlocTaBuMKbT NpefocTaBs coumanHaTa ycnyra VK BbB B3auMoaencTBme C Apyru
AO0CTaBuMLM Ha coumnanHu, obpasoBaTenHuy, 34paBHN, KYATYPHWU, CMOPTHU U APYTU YCNYTW.



HNuaukarop H3T0unuK Ha uH opManus

57) Ycnyrute 3a moTpedbutenure ce peanusupar|— [IpoTokonwm OT TPOBEACHH Cpelmm  3a
KOOpIMHUPAHO C JApyrd jaoctaBuunu  Ha|koopauHanus Ha U u geitHocTHTE

COLHMAIHI yCJlyTH, OpTaHU3allii U MHCTUTYIHM. | 1Thernen ma [Iporpamara 3a IpeioCTaBsHE Ha

yciyrara

— UIIIT va notpeOutenute

Kpurepumia 7.2: [JoCTaBYMKbT Ha couManHaTta ycnyra uMma paspaboTeHa u HannyHa MHbopMauus
3a UenuTe Ha BbHLIHA M BbTPELUHa KOMYHMKaL s,

HNupuxarop H3Tr0ouyHuK HA MH opManus

58) Nudpopmannonuute MaTtepuanu,|— MH@opmallmoHHH Marepuany, HaJIU4YHU B
npeaHa3HaueHu 3a OOIMHOCTTA, ca aKTyaJlHW H|yciyrata
ChIBpXKAT camMo 0000mEeHa wuHpOpMAIUs 3a
yciyraTa.

— Marepuanu, mnDoaxomduM 3a JULOa €
OTpaHUYEHUS B 3pEHUETO, CllyXa WJIM TOBOpa U
59) UndopmanuoHHUTE  MaTepuand  3al3a JUlla C HHTENEKTYalHH 3aTPyAHECHUS
noTpeOuTeNIuTe ca B MOAXOAAIl  Qopmar,
cboOpazeH C BB3pacTTa, KOMYHUKATUBHUTE
CIOCOOHOCTHU U CTEIIEHTAa Ha Pa3BUTHETO HM.

60) IIpu npunoxxumoct moapodHa wHdopmanus|— M3xosia noia
3a ycayrata (eI Ha ycIyraTa U IIEJIEBH TPy,
OCHOBHH JIEHHOCTH, OPraHM3alUs, CIIEIHATHCTH
¥ JIp.) CE IPENOCTaBs Ha OPTAHUTE [0 HACOYBAHE
(ICTI, obumua), Kato TpH HEOOXOMMMOCT ce|— Uupopmanus, MOANKMCAHA OT PHKOBOAUTENS
aKTyaJIn3upa. Ha yciyrara

— HWudopmanvoHHun Marepuanu, HaJIWYHU B
yciyrara

*

CraHpapTt 8: ®uHaHCOB pecypc

[obpo dmHaAHCOBO ynpaB/ieHMEe Ha cneuuanusupaHaTa coumanHa ycnyra UK.

(*) To3n cTaHaapT He Ce MpoBEPsiBa, KOraTto couuasaHata ycsyra u3usi/io ce ¢uHaHcupa u
yrnpaBsJ/isiBa OT YacTEH OCTaByYyK.

Kpurepwuia 8.1: [JoCcTaBYMKBLT MylaHMpa U pasxoiBa MUHAHCOBUTE CpeacTBa 3a NpeaocTaBsiHE Ha
coumanHaTa ycnyra MK 3akoHoCbo6pasHo, eheKTUBHO, OTYETHO U OTFOBOPHO.

HNupuxarop H3T0uHuK HA MH opManus

61) TomummumsT pa3mep Ha cpeacTBara 3a|— PermeHue Ha OOIIMHCKUS CHBET
¢uHaHCHUpaHe Ha yciyrata € [pUeT OT
OOIMHCKUS CBBET KaTo yacT OT Orojpkera Ha
oOnMHaTa 3a BCHYKA COLUMAIHU  YCIYTH,
JeNIeTHpaHu OT IbprKaBaTa ICHHOCTH.

62) logumeH mTjaH W OTYET KbM ompenenceH|— bromkeTrHa OnaHka 3a  pasnpelensHe Ha
MepuoJl Ha cpeicTBaTa 3a (uHAHCHpaHEe Ha|pa3XoauTe
ycayrata mo maparpadu ceriacHo EpmHHata

— OT4er Ha HaIpaBEHUTE Pa3XOAH
OloJpKeTHAa  KlacMuKalus 3a  ChOTBETHATa

rOJIMHA. — WNudopmanms, nmoamucaHa OT PBKOBOJUTENS
Ha yciyraTa

63) Pasmepbr Ha paboTHUTE 3amiaTh Ha|— [loMMEHHO IATHO pa3nucaHue
CIly)KMTEINTEe CBhOTBETCTBA Ha Hapenbara 3a




CTaHJApTUTE 3a 3aljlalllaHe Ha Tpyda Ha
CIIY)KUTEJINTE, OCBIIECTBSBAIM JCHHOCTH 10
IPEAOCTaBsSHE Ha COIMAIHU YCIYTH, KOUTO Ce
(uHAHCUPAT OT IbpPKABHUS OIOKET.

— BegomocTu 3a p8.60THI/I 3aljiaTu

Kpurepwuia 8.2: lNpy NpUoXKMMOCT Ab/HKMMUTE TAaKCU 3a MNON3BaHe Ha couuanHaTta ycnyra MK oT
noTpebutenute ce cvbupaT peaoBHO B onpeaeneHust 3a NoTpebuTens pasMep U ca OTPa3eHu B

cyeToBOAHATa AOKYMEHTaAUMA Ha AOCTAaB4YMKa Ha

ycnyraTa.

HNuauxatop

H3Tr0ouyHuK HA MH opManus

64) Pa3mepbT Ha ChbOpaHHUTE TAKCH HE HAIXBBPIL
pa3Mepa Ha IBDKUMHUTE TaKCH.

— TakcoBa xHuTa

— Pa3xomo-ompaBaaTenieH JOKYMEHT 3a BHECEHaA
Takca

— Peructbp Ha moTpebuTenuTe

65) IloTpeOuTtenckute Takcu ca ChOpaHH OT
nocrtaBunka Ha moHe 80% 3a mocnemaunrte 12
Mecera.

— YcraHoBsBaHe Ha Opoil U pasMep Ha IBbJIIKUMU
TaKCcH

— TakcoBa xHUTa

Paszxono-onpasaatennu
BHECEHHU TaKCHU

JAOKYMCHTHU 3a

— Peructbp Ha motpedurenure

Bb. [locTaBuYMKbT Ha cneuuvaaM3mpaHaTa coumanHa ycnayra iicpopmmpaHe n KOHCyJ/ITUpaHe
(UK) e pnbikeH Aa OCUrypM cyiegHUTEe CTaH[apTU 3a KBanwdpukayus n npocdec oHanHO
pa3BUTHE Ha CNYXKUTEe/IUTe, KOUTO OCbLUEeCTBABAT AeMHOCTTA MO NPeAoCTaBAHETO Ha

ycnyrara:

CraHpaprt 9: CTpyKkTypa n KBanndvkaumsa Ha CRyXxurenure

CneuynanmsampaHaTa couuanHa ycnayra WK ocurypsiBa Bb3MOXHO Hal-BMCOKO KayecTBO Ha
YyoBeLLUKMUTE pecypcu, HeobxoomMmum 3a edeKTMBHO npeaocTaBsHe Ha Yycayrata, cbobpasHo
HeMHaTa crneynduka.

Kpurepuia 9.1: [ocTaBuUMKbT Ha couUManHaTa ycayra ocurypsiBa AOCTaTbyHO Ha 6pon u cC
HeobxoauMaTa npodecroHanHa NoAroToBKa CNy>XXUTENu.

HNupuxarop H3r0ouHuK Ha uH opManus

66) 3a BCHMYKM TMO3MLIHMH UMa pa3pabOTeHH H
0JI00pPEHH JUTHKHOCTHH XapaKTEPUCTHKU U — TIPU
OPUJIOKUMOCT — C BKIIOYEHO 3aJb/DKEHHE 3a
cpaeiicTere mo wi. 7 ot 33/1eT.

AKI‘yaHHI/I AITBXHOCTHU  XapaKTCPUCTHUKH,
noarnucaHu OoT pa6OTOI[aTCJ'I5I " CIIYKUTCIIUTC

67) Haerute Ha TpPyIOB IOTOBOP CIYKHTEIH
MO3HABAT JUIbKHOCTHUTE CU XapaKTEPUCTHKH.

- JIJTB)KHOCTHI/I XapPaKTEPHUCTUKU, IMOANIHUCAHU OT
pa6OTOI[aTeJ'I}I U CIIY)KUTCIIUTC

— MHTEpBIOTa CHC CITY)KUTEIIN

68) B n3uckBaHusATa 3a 3a€MaHe Ha JUTHKHOCTUTE
3a CIY)KUTEIU Ca 3I0KCHH CIICIIHATHA YMCHUS,
KaTo:

— JUTBXKHOCTHU XapaKTEPUCTUKU

— O0sBU 3a HaOUpaHe Ha CIYKUTEIN

— CIIOCOOHOCT 3a paboTa ¢ Aena, BKIIOYHTEIHO ¢
JIeTa B PUCK U TEXHUTE CEMEHUCTBA;

cnocoOHOCT 3a pabora ¢ jgema/nuiia,




BKIIOYMTETHO C YBPSXKIAHUS, M  TEXHHUTE
ceMmeiicTBa (cropesa crnenu(UKUTE Ha IIeIEBUTE

TPyIn);
— 100pY KOMYHUKATHBHU YMCHUS,

YMEHHUS 3a H3CNeABaHEe, W3CIyIBaHE |
pazbupaHe Ha MmpoOIEeMU U 3aTPYIAHCHHS Ha
JIe1a/TUuIaTa, BKIFOYUTEITHO C YBPSKIAH U,

— YMEHUs 32 OOMMCIISIHE U B3€MaHE Ha peleHUs,
BKJIIOUMTEJIHO B  CHUTyallUss Ha  KpH3a,
€MOLIMOHAJIEH KOH(QUIMKT;

— yMeHHSI 32 aJIeKBATHO MOBEJICHUE MPU paboTa ¢
JIMIIA C arPECUBHO/ABTOATPECUBHO TTOBE/ICHUE;

— YMCHUA 3a pa60Ta B CKHII — B CaMara ycCJiyra u
npu MCKAYUHCTUTYHHOHATIHO CBTPYAHUYCCTBO
u BSaHMOHeﬁCTBHe H ApYyru.

69) Bcuykkm HaeTH JMIa CHOTBETCTBAT IO
KBamu(UKALMST HAa W3UCKBAHUSATA, 3aJI0)KEHU B
JUTBKHOCTHUTE UM XapaKTEPUCTUKH.

— JITBKHOCTHU XapaKTePUCTHKHU, MOJIMUCAHH OT
paboTonaTens U CIyKUTETUTE

— Tp}II[OBI/I A0CUETAa HA BCUYKU CITY)KUTCIINU

— HWueauBuayanHa roaMiiHa — OLEHKAa  Ha
H3OBJIHEHUETO Ha JOIBXKHOCTTa 3a BCEKH
CITYKUTEI

70) NHTEepBIOMpaHUTE CIY)KUTEIU Ca 3all03HATH
C HOpMaTMBHaTa ypemba B cdepara Ha
COLIMAIIHUTE YCNYrM W 3aKpwuiaTta Ha
AeTeTo, KaKTo U ¢ ETM4yHuA Kopekc Ha
pabotewmTe C geua n ETM4yHMa Koaekc
Ha cnyxmtenute, ocbLiecTBaABalln
ANENHOCTU rno npeaoctaBsaHe Ha
COLMATHN YCNYTI .

— MIHTEpBIOTA CBC CILY’)KUTEIINTE

71) IlaTtHOTO pasnucaHue € 3albIHEHO Ha
MUHUMYM 75%.

72) JlOCTaBUMKBT €  OCHIYpHUI
KaTETOPUU CILY)KUTENH B yCIIyraTa:

a) CIICeouaJIuCTH OCHOBHHM CHEOHUaJINCTH,
HCO6XOI[I/IMI/I 3a (I)YHKI_[I/IOHI/IpaHeTO Ha YycJyrara,
U OPCIOPBHUUTCIIHU CIICHUAIMCTH.

CIIETHUTE

— JUTBKHOCTHO LIATHO pa3NUCaHue

O OCHOBHMU CIICUAJIHUCTHU: COLINAJICH pa6OTHI/IK;

O Tpu  HEOOXOJUMOCT, MPEIOPHUUTCITHH
CHEIUATTUCTH : TICUXOJIOT; aKyIlepKa/MeIUIIMHCKA
cectpa (C IOMBIHUTETHA KBATU(UKAIIUS PAaHHO
JNETCKO  pa3BUTHE); APYId  CICIUATHCTH
ChOOpazHoO crnenuUUHUTE TOTPEOHOCTH Ha
MOTpEOUTENHNTE

— ITouMeHHO ATHO pasliuiCaHue

73) MuHuUMagHUAT Opod 1O OCHOBHHTE
KaTerOpUHU CIYKUTEIH € CchoOpaseH ¢ Opost Ha
notpebutenure B UK. *

(*) MuHumasieH Opoil Ha JuIaTa, IOJI3BAIM
conuanHara yciayra — 4, U MakcUMaJeH Opoii
JMIIa, TOJI3BalM COlMaaHara yciyra — 35.

— I[JTL)KHOCTHO IMATHO pa3sIuCaHnue

— IToumeHHO ATHO pasnucanue

— KoeduiueHT 3a onpenensHe 4uCIEHOCTTa Ha
ciyxutenure (0,1)

74) Bcuuku  cIyXKUTENU
PaBOCIOCOOHH 3a paboTa.

ca TOJHU n

— MeauIuHCKN JOKYMEHTH 3a BCEKU CITYKUTEN —
MpU OCTHIIBaHe Ha paboTa




CBuzeTencTBO 3a CHAUMOCT 32
CIIyXKUTEI — IIPU NTOCTHIIBaHE Ha paboTa

BCCKHU

— CpoTBETEH Ha JITBKHOCTTA JOKYMEHT 3a
oOpazoBaresieH 11eH3

75) YcraHoBsiIBaHE TEKy4eCTBO Ha KaJpu 3a
nocieqHuTe 12 Mecena — 1o no3uiuu u Opou.

- I[JTB)KHOCTHO IIaTHO pa3lIhuCaHue

— HMudopmanus, nmoamnucaHa oT PHKOBOIAUTENS
Ha yciayraTta

— llpermen Ha  CYETOBOAHU  JIOKYMEHTH,
BEJOMOCTH  3a  pa0OTHM  3amjaTd  Ha
CIYKUTEIIUTE

76) Bpoii ckiItoYeHH JAOTOBOPH/CIIOpa3yMEHUS 3a
HaeMaHe Ha JIOM'BIIHATEITHH
CITY)KUTEIH/CIIEU TN CTH (akTrHyecko
CBCTOSIHUE 110 MO3UIINU U Opoil.

— HaGmroienue 1 onucanue Ha cpeaTa

— CueToBOHA TOKYMEHTALIUS

— Huadopmanus, moanucaHa OT PBKOBOJUTEIS
Ha yciyrara

77) Bcuukd CHOyKUTENH ca C TOJINUCAHU
TPYIIOBU JOTOBOPH/IOTOBOPH 33 M3BHPIIBAHE Ha
ompeneneHa  paboTa/3a  MpemoOCTaBsSHE  Ha
OIIpEJENIEHA YCIIyra.

— TpynoBu gocuera

78) OueHkaTa Ha CIY)KUTEIUTE CE H3BBHpPILIBA
BEHBK TOJUIIHO M OTpa3siBa METUTEe U MEPKUTE
3a mpodecnoHaIHOTO UM pa3Butue B UK.

— @opMyIIsIp 3a OLICHKA

— [Ipouenypa 3a onieHka

79) PesynratuTe OT OIlIEHKaTa
CITy)KHTEJ c€ 00CHKIAT JIMIHO.

Ha BCCKH

— Ilognucan OT pPBKOBOIUTENS U CIYKUTEIS
DopMmyIsip 3a OllEHKa

Kpurepuit 9.2: MpoueaypaTa Ha AOCTaBUYMKa Ha couManiHaTa ycsyra 3a noabop Ha cayxurenute
onuMcea npouecute n HeobxoauMuUTe AOKYMEHTM 3a noabop, HaeMaHe M CKKYBaHe Ha AOroBopuU
cbCc cnyxutenute (1 gobposonuute). MNMpy NPUIOXKMMOCT, AOCTAaBUMKBT NpUBANYA B AeMHOCTTA

Ha ycryraTa CTaXKaHTW.

Nupukarop

H3T0ouyHuK Ha nH opManus

80) Ilpomemypara 3a momdbop ce cma3Ba IpH
Ha3HAYaBaHE HA BCEKU CITY>KUTEIN.

81) OOsBute 3a cBOOOIHM pabOTHH MecTa
CHOTBCTCTBAT HAa MJIBKHOCTHATA XapaKTCPUCTHUKA
3a BCSIKA MO3MIIHSL

— IIpouenypa 3a moa0oOp Ha CITYKHUTEINUTE

— MHTepBIOTa CBC CITYKUTEIIN

— Ilpersien Ha TpPynoBM JAocHeTa — MO3UIUU,
00siBM 3a paboTa, MPOTOKOJIU OT MHTEPBIOTA C
KaHIUJaTCTBAlM 3a pabora, THXHOCTHU
XapaKTepUCTUKU U JP.

82) Ilpu  npunoxumoct noAOOpPBT  Ha
JNOOpOBOJIIM € B CHOTBETCTBHE C IHCMEHa

nporeaypa.

— Ipu mpunoxxumocT, mporeaypa 3a HabupaHe
Ha 100pOBOITH

83) [pu MPUIOKUMOCT ¢byakiunte,|— Ilpu NOpPUITOKUMOCT, JOTOBOP C BCEKH
33IBIDKCHHSTa M OTPAHMYEHUATA Ca pas3MUcaH| 100pOoBOIIeI]

3a BCSIKA JIOOPOBOTUECKA TTO3UIIHSL.

84) Ilpu mpuIOKUMOCT, CHTpyAHHUECTBO c|— CKIO4eHH  CcHopasyMeHuss C  y4eOHU
ydeOHU 3aBeJIeHUs 3a TMPOBEXKJIAaHE Ha YJeOHU|3aBeIcHUS

CTaXXOBC€.

— I'padunu 3a craxxyBane




CtaHpapTt 10: Pa3zBuUThe Ha cnyxurenure

CneuvanmsupaHaTta couuanHa ycnyra WK opraHusvpa edekTuBHa CUCTEMA 3a yrnpaB/eHue Ha
CNYXUTeNnuTe C noaxoaswim Mepkum 3a npodecumoHanHa noakperna M AUMYHOCTHO pas3BUTUE Mpu
YCNOBUSA 3@ y4YeHe rnpes Lesns XXMBoT.

Kpurepuia 10.1: [locTaBUMKBT Ha coumanHaTa ycayra ocurypsiBa ycnoBusi 3a npodecuoHanHo

pa3BUTUE Ha CNyXUTenuTe.

HNuauxatop

H3T0uHuK HA MH opManus

85) Cnyxutenure UMar JOCTHI J0 MPOrpaMu 3a
KBATHU(UKALMS U OOYyIUTEITHU KypCOBE, BKI. H
JMCTaHLIMOHHHU, CHOTBETCTBAIIM Ha Pa3HCAHUTE
UM  3aJbJDKEHUsT W OTTOBOPHOCTH B
JUTBKHOCTHUTE UM XapaKTEPHCTUKH.

— Ilporpama 3a BBBEXKIAIO W HAATPAKIALIO
o0ydeHUEe Ha CITY)KUTEITUTE

86) JlocTaBUMKBT OCBHINECTBSIBA MAPTHHOPCTBA C
pasIMYHN  OOYYHTEITHW  OpraHW3allud WU
oOyuuTeny.

— CiIroueHn JIOTOBOpU 3a KBaJM(DMKAIMOHHU
KypcoBe
— ABTOOMOTpaduu Ha OOYIHTENH

87) Cnyxurenure B Yyciayrara ydacTBaT B
Hay4qHO-IIPAKTUYECKH KypcoBe, OOMSHA Ha OMUT
u/unu 100py MPaKTHKH.

— Ilporpama 3a BBBEXKIANO W HAATPAXKIAIIO
o0yueHHe Ha CITYKHUTETUTE

— MlHauBuyalHa OLIEHKA HA BCEKU CITYKUTEN

— Jlpyru peneBaHTHH TIOKYMEHTHU

88) Hammuna mnporpamMa 3a BBBEXKIAMO U
HaJTrpaXKAAN0 00ydeHHEe Ha CITY)KUTEIUTE.

— Ilporpama 3a BBEBEXIANO W HAATPAKIAIIO
oOydeHHE Ha CIYKUTEIUTE 32 HACcTOsIIATa
KaJIeHJapHa roJlMHa

— MnnuBuayanHa oleHKa Ha W3MBIHEHUETO 32
BCEKH CITY)KUTE

— WMHauBUayallHu TUTaHOBE 3a MPO(GECHOHATHO
pa3BUTHE HA BCEKH CITY)KUTEI

Kpurepwmia 10.2: [JocTaBYMKbBT Ha couManiHaTa ycJlyra ocurypsiea BbeBexaalim 1
Haarpaxgaliun/cneunanmsnmpanHm obyvyeHuns 3a cayxurenure.

Nupukarop

N3TouHNK HA HH( OpMaIUs

89) Bcuuku HOBOHAa3HAYEHU CIYKUTEIU

ca
BBBEK/AILO 00ydeHE OT MUHUMYM 36 akaJeMHUUYHHU yaca.

npemuHanu|— [Iporpama 3a BBBEXKIANO |
HaJArpaXaamo oOydyeHue Ha
CITY)KUTEITUTE

— ChnuceKk Ha YYaCTHHIU H
o0yuuTenu  OT  MPOBEIECHU
BBBEXKJAIM 00ydeHUs

90) CnyxuTenuTe ca IpeMUHAIN Mpe3 mociennuTe 12 mMecena
crenuain3upaHo oOydeHHe OT MUHUMYM 24 akaJieMHYHM dYaca
(3@ OCHOBHM CHELUHAJIUCTH, OCBILECTBSBAIM JEHHOCTH IO
PBKOBOACTBO M  MPEIOCTaBsSHE Ha  COLMAJIHH  YCIYIH,
NPENOPBUNTEIHN  CHELUATUCTH U CIYKUTEIH,  MPSKO
aHTXHUPaHU C 00CITY)KBAaHETO Ha MOTPEOUTENNTE) U MUHUMYM 12
aKaJIeMUYHU yaca 3a CITYXKUTEINUTE, MOAOMaranm

— JIOKyMeHTH, yIOCTOBEpSBAII
YCHEIHO NPEMUHAIN O0ydeHUs
(Hamp. cepTUUKATH)

TloumeHnHO
pasnucanue

MATHO




q)YHKLII/IOHI/IpaHeTO Ha coluajiHaTta yciyra.

91) HurepBroMpaHUTE  CIOY)KUTEIW  TO03HAaBAaT  cBouTe|— MHTEpBIOTA CHC CIyKUTENN

NuauButyallHU JIaHOBE 32 MPOQECUOHATIHO pa3BUTHE. — VHMBHAyATHM TUTAHOBE 3a

npodecuoHaTHO pa3BUTHE Ha
BCEKH CIIY>KUTEI

92) PrroBOIMTEINST HA yCITyraTa € peMuHai mpe3 nocieqaure 12| — JJokyMeHTH, yIoCcTOBEpsIBaIH
Mecella TOHE eIHO OOydeHHe, CBBP3aHO C YIPaABJICHCKUTE|YCIEHO MPEMHHATN O0y4eHUS
(GyHKITUH. (mamp. cepTudukaT)

Kpurepuit 10.3: [loCcTaBUMKDBT Ha coumasnHaTa ycsayra oCUrypsia Ha CnyXxuTenure
npodecroHanHa nogkpena 4ype3 HaCTaBHMYECTBO, MPynoBa W MHAMBMAYyanHa CynepBu3ns.

HNuaukarop H3T0ounuK HA uH opManus

93) Bcekrt HOBOMOCTBITUIT CIYKUTEN 0e3 OMUT B|— 3amoBes 3a ONpeessHe Ha HaCTaBHUK
cHCTEeMaTa Ha COUMAIHHUTE YCNYrM WMa
Ha3Ha4yeH HaCTaBHUK, oONpeaesieH 3a
nepmoag oT 6 Meceua OT JaTaTa Ha
Ha3Ha4dYaBaHe. — MHTEpBIO C PHKOBOAMTENS HA yCayrara

— I[ocneTa Ha HOBOIIOCTBIIMJIA CITYKHTCIIN 0e3
OITUT B CUCTCMATAa Ha COOUAJIHN YCIIYT'H

— IIpu npunoXUMOCT, UHTEPBIO C ONpEACICHUS
HaCTaBHUK

94) Cnyxutenute ca npemMuHanu rpynosal— ['paduk Ha cynepBu3unTe
CyllepBU3Msi — Ha BCeku 3 Mecena (3a

—  IlpoTroxoau/oTyeTH  OT  HPOBEJICHHUTE
nocnenauTe 12 mecera).

CYNEepBU3UOHHU CECUU

— ABtoOuorpadum Ha CHEUUATUCTUTE IO
cynepBu3us (HE3aBUCHUMO Jaly C€ MPEeIoCTaBs
MPSIKO OT JIUIIE, MJIH OT BHHIIHA OPTaHU3aIIH)

95) Cnyxurenure ca NpeMUHAIU UHIUBHAyaTIHA
CyepBH3Ms — OT BBHIIEH 3a yciyrara
ClielMaJInCT — Ha Bceku 4 wMecena (3a

nocieHuTe 12 Mecena). — JloroBOpM € BBHIHH CIEIUATMCTH H/UIH

JIOCTAaBYMIIM HA YCIIYTH IO CYIEPBU3US

B. [locTaBuYMKbT Ha cneuuvasivsMpaHaTa couuanHa ycayra iipopmupaHe u KOHCYNTUpaHe
(MK) e anb)keH pa ocUrypm cyieaHUTe cTaHaapTyv 3a epeKTUBHOCT Ha ycJiyraTta c ornep
Ha NOCTUrHaTuUTe pes3yJiITaTy 3a /iMlaTta, KOMTOo S NoJI3BaT, B OTrOBOP Ha notpe6bHocTure
um:

CraHpaprt 11: YnpassieHue Ha cnydan

CneunanmnsampaHaTta coumanHa ycnyra UK ocurypsiBa edekTMBHO yrnpaBfieHME Ha cnydasl 3a
BCEKM noTpebuten cbobpasHO HeroBute WHAMBMAYANHM MOTPebHOCTWN, pecypcu W XKenaHus.
Ycnyrata ocurypsisa yyacTueTo Ha noTpebutenute wu/vunm TexHuTe 3aKOHHM npeacTaBuTeNn B
npoueca Ha oueHKa, naaHupaHe, NnpeAocTaBsHe U OLeHsiIBaHe Ha NOCTUrHaTUTE pesynTaTw.

Kpurepuia 11.1: lHaMBMAayanHaTa oueHKa Ha notpebHocTute (MOIM) Ha BCceku noTpebuten ce

M3roTed B CpPpOK OT MynTunanCcuunninHapeH ekumn, CbCTaBeH OT HE MO-MaJIKO OT ABaMa
cneunanncTn, No yTBbpAeHU OT AOCTaB4YMKa HaAaCOKW.

Nupuxarop H3r0ouHuK Ha uH opManus

96) Beuuku motpebutenu ca nmpuetu B yeiayratal— [Iporemaypa 3a mpueM Ha moTpeouTenn

cnopen IIpouenypa 3a npueM Ha motTpeduTenn. | WHTEPBIOTA ChC CITYKUTEIH

97) HoctaBuukbT ¢ pazpabotuyn u yrBBpaui|— Hacoku 3a usrorssine Ha MOITIT
Hacok 3a u3rorssiHe Ha MOIL




98) Hacoxute 3a MOII BriIrouBaT 00JacTH H
METOJTM Ha OIleHKA, WCTOpPHS Ha Clydas,
MIPEIXOTHH OIEHKHU, PE3YJTATH OT CKCIICPTHU3H.

— Hacoxu 3a usrorssaue na MOIT

— HMOII na notpedurenure

99) Bcewukm HMOII  ca wm3paboreHn  OT
MYJITUIMCIUTUTMHAPHY €KUTIH, ChCTABCHU OT HE
MTO-MaJIKO OT JIBamMa CITCIIHAIACTH.

— MOII na motpeOuTtenute

JIOKyMEHT,  OIpenesliLl
MYITUIUCHUIIIIMHAPHHUA CKUTI

YJICHOBECTC Ha

— HpI/I IMPUIOKNUMOCT, CTAHOBUIIA HAa BBHHIIHU
CIICOHNAaJIMCTH

100) MOII Ha notpedutenuTe ca U3pabOTEHH U
aKTyaJlIM3upPaHU B CPOK.

— IIspBute UOII ca n3paboTeHN BBB BB3MOXKHO
Hali-KpaTbK CpOK (CHOpe] CHEIHOCTTa Ha
ciydasi), HO HE TMO-KbcHO OT 20 aHH OT
HayaJIHaTa /1aTa Ha 3asBsBAHE Ha JKEIAaHHETO Ha
JUIETO 3a IMOJI3BaHE Ha yciyrara oT M30paHus
OT HETO JI0CTABYMK

— HUOII Ha motpebutenute ca akTyaau3upaHu B
CpPOKOBETE, OIpe/eneHu B Wi. 33, an. 3 uiau 4.
34, am. 1 or INNIBCY

101) 3a BcHYKM MOTPEOUTENM Cca HAIWYHHU
nopnucanu  MOII OT WICHOBETE Ha
MYJITHIUCIHUTUTMHAPHUS €KAII W TOTPEOMTEINs
(Han 18-rogumma BB3pacT) AN oT
POIUTENsI/3aKOHHUS TIPEICTABUTEN (32 Je1ia).

— MOII na motpeOuTtenute

— Ilpyn Hamuume — MPOTOKONHM OT Mpoleca Ha
oOcBXxIaHe

Kpurepwuia 11.2: /MM, KOWTO € Hepa3genHa YacT oT [loroBopa 3a nofi3aBaHe Ha COouManHM yCayru
Ha BCeKM noTpebuten, ce U3roTss B CPOK OT MYNTUANCLUMIMHAPEH €KUM C y4acTUETO Ha
notpebutens/3akoHHus npeacTasuten u otpassasa MOI.

Nupukarop

H3Tr0ouHuK Ha uH opManus

102) Beuuku UIII  ca  u3rotBeHH  OT
MYJITH M CUUTUIMHAPHUSA ekull, n3Bbpumia MOIL

— UIII na notpeOurtenute

YICHOBCTC Ha

JIoKyMeHT,  ompeaensl
MYJITHIACUUTUTHHAPHUS CKUTT

— IIpoTokonu ot nmpoueca Ha u3rorssiHe Ha UIIII

103) UIIIT Ha moTpeduTenute ca u3pabOTEHU U
aKTyaJIU3UPaHU B CPOK.

— IIspBuTe UIIII ca n3paboTeHN BBHB BB3MOKHO
Hal-KpaThK CpPOK (CHOpea CHEIHOCTTa Ha
cily4as), HO HE NO-KbcHO OT 20 1HH OT
HayajgHaTa J1aTa Ha 3asABsABAaHE HA JKEJIAHHETO OT
JMIIETO 3a IOJI3BaHE Ha yciyrara oT M30paHus
OT HETO0 JI0CTaBYMK

— WUIIT na norpebutenure ca akTyaau3upaHU B
CpPOKOBETE, OMpPEACICHU B Wwi. 33, all. 3 WM 4Jl.
34, an. 1 ot ITI3CY

104) Crpykrypata u cbabpxkanuero Ha WIIII
OTTOBapAT Ha M3HMCKBAaHUATA Ha HOpPMAaTHBHATa
ypenda U ChIabp>KaT KOHKPETHHU, PEATUCTUYHU U
M3MEPUMHU LIETN U PE3YATATH.

— Cpappxkarenen npernen Ha Bcuuku UIIIT Ha
MOTpEeOUTENNTE

CpaBHHTENEH TIperiiel Ha IPOU3BOIHO
n36panu UIIII Ha mone 5 moTpedburenu

— MIHTEpBIOTA CHC CITYKUTEIIN




105) 3a Bcuukd MOTpeOUTENH ca HATUYHU
noamucanu  UIII OT 4YJICHOBETE Ha
MYITUIMCUUIUIMHAPHUS €KUNl U TOTpeduTens
(Hag 18-rogumma BB3PACT) UIIN oT
pOAMTENSI/3aKOHHU S TIPEACTABUTE (32 JIe1a).

— WUITII na notpeburenure

— Ilpyn Hamuume — MPOTOKONHM OT Mpoleca Ha
o0cHXKIane

106) INpernenanute UIIIT nemoHcTpupaT Bph3Ka
cbc cboTBeTHOTO MOII Ha moTpeduTens.

— Ilpernen va UIIII cse crorBeTHH MOIT

107) 3a BcHYKM MOTpeOUTENH ca HAITUYHH
HoroBopu (¢ mpuioxenu cworBeTHH WIII),
NOIMMCAaHW OT JOCTaBYMKAa Ha Yyciyrara |

- I[OPOBOpI/I Ha HOTpGGI/ITeJII/ITC

Ilpu  ppunoxumocr,  3amoBeny  3a
YII'BIHOMOIIABAHE Ha CIYKHUTEN Ja TOANKCBA

JloroBopuTe OTroBapsT Ha HW3MCKBAHMSITA Ha
HOpMaTuBHAaTa ypenaoa.

OTpeduTENs u/Mnu HEroB 3aKOHEH JloroBopH
MpeICTaBUTET.
108) Ctpykrypata U  chabpkanuero Ha|— [JoroBopu Ha moTpeOUTENUTE

Kpurepuia 11.3: MpekpaTsaBaHe Ha NON3BaHETO Ha coumanHaTta ycnayra UK 3a notpebutenute
CTaBa crnopej ycnosusiTa Ha AOroBopa MM C AOCTaB4YMKa Ha coumanHaTa ycnyra.

Nupuxarop H3T0uHuK HA nH opManus

109) 3a BcuukM ciydad Ha TpekpaTsBaHe Ha yciayratal— M3xozsima mora

CbOTBETHUTE JOKyMeHTH (akryanuszupanu MWOII, WUINI c| Jloktami 32 OlCHKa  Ha

mpenopbku  wan  Jloknax 3a  OUEHKAa HA  MOCTUTHATATE| .o pesyiTaT c

peSYJ'ITaTIé 1_({: npengpbm) ca NPelOCTABEHH HA HACOMBANMA| jooronpir  —  ma  coyuac

oprad (JICII unu oOumHa). MU

110) Bcsiko mnpekparsBaHe IMOJ3BaHETO Ha yciyrara OT|— JlOKyMeHTH, yAOCTOBEpsBaIlM

MOTpeOUTEN Ce TOKYMEHTHPA. IpeKpaTsiBaHe  IOJ3BaHETO Ha
yciayraTta

— Peructbp Ha notpedutenute

— Marepunanu oT cpOUTHS 1O
HaIycKaHe

CraHpaprt 12: fleiiHOCTH

[eiHoCcTnTe, NpefoCcTaBsHN B ycayraTta, ocurypsieaT cneumanmanpaHa noakpena 3a M3creaBaHe,
pa3bupaHe n npeogonsBaHe Ha naeHTuduumMpaHiTe NpobnemMn U 3aTpyaHEHUS Ha nNoTpebutennTte,
KaTo pelleHussiTa M OeWCTBMATa 3a NPeodosisBaHETO MM ca C JIMYHOTO Y4yaCTMe Ha BCEKM

notpebuten n cbobpaseHn C TsAXHaTa Bb3paACT,

nHanBmAyasHn ocC obeHocTw.

CTeneH Ha pUCK, cChneuuanHu noTpebHOCTU U

Kpurepwmia 12.1: [locTaBYMKbBT Ha coumanHaTa ycJyra npeaoctaBs AeMHOCTUTE No MHpOopMUpaHe
Ha noTpebutenute C Uen NOBUWABaHe Ha OCBeAOMEHOCTTa/MO3HaHuATa 3a TexHuTe npasa,
pecypcu n Bb3MOXHOCTU 3a CnpaBsHe C yCTaHoBeHuTe npobnemu n 3aTpyaHeHus. JOoCTaBYMKBLT
npeaocTtaBs AerHOCTUTE MO KOHCY/ATMpaHe Ha noTpebutenuMre 3a MNOBMWABAHE Ha TexHUSA
KanauuTteT 3a pa3bupaHe, OCMUCNAHE M CrpaBsHe C yCTaHoBeHuTe npobnemMu m 3aTpyaHEeHUs C

y4dacTHeTo Ha noTtpeburtens.

HNupukarop

H3T0ounuK Ha uH opManus

111) HWINII Ha Bceku mnoOTpeOUTEN BKIOYBA
CBHOTBETHUTE JAEHHOCTH, MOAXOAU U opMmaTa Ha
IpeoCTaBsIHE (MHIUBHyalHa, IPYNoBa,

- I[OCI/ICTa Ha HOTpC6I/IT€HI/ITe

— UIIII na notpeOurtenute




MobuuHa Gopwma). — I'padmriu 3a paboTa ¢ moTpeOuTETUTe

112) J[eiinoctute ¢ mnorpedburenute ce|— [lucMeHn JOKyMEHTH — HApuMep MPOTOKOJH,
JIOKyMEHTHUpaT. (bopMyIsipy 3a pa3BUTHE Ha CITydasi, KApTH U JIp.

113) Ilepumonmuen mnpernexn Ha nocturHatute|— UIIII na morpedurenute

pe3ysITaTH 3a BCEKH OTpeOUTed. _ TpoTokom ot nperiesa Ha UITIT

CtaHpapT 13: B3aMOOTHOLUEHUS NOTpPeburenu - CAyXXuresnm

CneuvanmsupaHata couuanHa ycnyra WK ocurypsiBa yCroBUS 3a M3rpaxzaHe Ha OTHOLUeHUs,
OCHOBaHM Ha B3aWMHO jJosepue, npodecuoHanHO OTHOLIEHME W 3a4uTaHe, W Cb3haBaHe Ha
npodecunoHanHn rpaHmum B obwysaHeTo. Cnyxutenute obuysaT C notpebutennte cbobpasHo
TAXHaTa Bb3PacT, 0COH6EHOCTN B KOMYHMKALMATA U HUBO HA MHTENEKTYanHO pa3BuUTHeE.
Kpurtepuin 13.1: [JoCTaBUMKBLT Ha couManHata Yycfyra rapaHTvpa, 4e ChayXutenute wu
notpebutenute obulysaTt B cpefa C SCHW NpaBuia Ha MOBEAEHWE, B KOUTO JIMYHUTE rpaHuLUM U
0COB6EHOCTKN Ca yBaXKeHM M 3a4eTEHN.

Nuauxarop N3T0ouHuk Ha uHp opMmanms

114) VHTepBroMpaHHUTE CIYXKHUTEIM JAaBaT npumepu 3a|— Habmogenue
B3aMMO/ICHCTBUE TIOMEX]TY CH U C MIOTPEOUTEIHTE. — VHTepBIOTA ChC CITYKHTEIH
— IlpaBunHUK 3a BBTpPEUIHUS
pea

115) Tlpu 0OpuIOKKUMOCT, HWHTEpBIOMpaHUTE mnoTpedbuTenu|— Habmonenue
CHOJENAT TMPUMEPH Ha B3aMMOJCHCTBUE TMOMEXIY CH U CbC|
CITy)KHTEJIHITE.

I[pu PUIIOKUMOCT,
MHTEPBIOTA C IOTPEOUTENTN

— IlpaBunHUK 3a BBTPEHHUS
pea

Kpurepuia 13.2: [locTaBUMKbBT Ha coumasnHata ycayra paspaborsa v npunara Mpoueaypa 3a
AeCTBMe Npu NposiBa Ha HenMpMeMsIMBO NoBeAeHMe OT CTpaHa Ha noTpebuten.

Wuukarop W3tounuk Ha uH opMarus

116) doctaBunkbT uMa pazpadorena Ilpouenypa|— Ilpomenypa 3a neiicTBue mnpu mHposiBa Ha
3a JeficTBUE NpH IMposiBA Ha HENPUEMIIMBO|HENPUEMIIMBO IMOBEIEHUE OT CTpaHa Ha
MOBE/IEHUE OT CTpaHa Ha MOTpeOuTel. noTpeduTen

117) HMma nucMeHM  JOKa3aTeNCTBa, 4e|— JIOKYMEHT, yIOCTOBEpSBALI, Y€ MOTPEOUTEISIT
IOTPEOUTENINTE HA yCIyraTa M TeXHHTe OJM3KH|e 3amo3Har ¢ [IpaBUIHKMKA 32 BETPEIIHUS PE

ca 3amo3Haru ¢ [Iponeaypara.
— VHTepBIOTA CHC CITYKUTETH

— Ilpm  TPWIOKUMOCT, HWHTEPBIOTA  C
MOTpeOUTENH

118) MWIII wna mnotpedbutenure coabpxat|— UIII Ha moTpeduTenuTe
uH@opMmalusa 3a NpoOIIEMHO WM crenuduuHO
NOBE/ICHUE, KOETO MMa HYyXJa OT CIeLHalIeH

— MHTEpBIOTA CHC CITY)KUTEIIN

OTIOBOP. — Ilpy  DOpUIOKUMOCT,  HHTEPBIOTA  C
moTpeduTeNn




119) Ilpunoxenute mepku no Ilporeaypara ca

PETHUCTPUPAHHU B IOCUETO HA TTOTPEOUTETHUTE.

- I[ocneTa Ha HOTpe6I/ITeHI/ITe

CtaHpaprt 14: NpaBa v 3akpwia

CneuwanusupaHaTta couuwanHa ycnyra WK cb3gaBa ycnoBusi 3a Cna3BaHe Ha npaBaTa Ha
noTpebuTenuTe, BKIUYUTENTHO NPaBOTO Ha 3aKpwia Ha NNMYHOCTTA. Yc/yrata ocurypsisa 3aliuta
Ha noTpebuTenute oT BCsiKakBM (OPMM Ha Hacwuive, 3noynotpeba n HebpeXxHoCT. [JoCTaBUMKBLT
nHdopMMpa 1 noakpens NoTpebuTennTe Aa uspassaBaT MHEHME MO BbMNPOCK, KOUTO M'M KacasT uiu

TpeBoXar.
Kpurepuii 14.1: [ocTaBuUMKbT Ha couuasHata ycjlyra no3HaBa W cnasBa MpaBaTa Ha
notpeburenure.

HNupuxarop N3T0ouHuK Ha MH} OpManus

120) Beuuku cioyxutenu mo3HaBatr Konsenimusta Ha OOH 3a
npaBata Ha aerero u/unn Konsenmusra na OOH 3a mpaBara Ha

X0parta ¢ yBpexXIAaHus U 1.

— Ilporpama 3a BBBEXIAINO |
HaJrpaXxaanm o0yIeHus

— I/IHTepBIOTa CbC CIIY)KUTCIIN

121) locTaBYUKBT € B ChCTOSIHUE J1a TIPEACTABU JIOKA3aTeJICTBA 3a
3a4iTaHe Ha MPAaBOTO Ha MHEHHE, 300p, 3aUMTaHe HA JIMYHOCTTA
Ha TOTPEOUTENUTE TIPH MPEOCTABSIHE HA yCIIyrara.

— MHdopManinoHHu Matepraiu

— HHTepBIOTa CBHC CIYKUTETU

Ipu HPHUIIOKUMOCT,
MHTEPBIOTA C IOTPEOUTETN

— MHTEpBIO C PBKOBOIUTENS HA
yciyrara

Kpurepwmit 14.2: [JocTaBYMKbBT Ha couMasniHaTa yc/yra rapaHTupa B MakCcuMMasiHa cTeneH
3auyMTaHe NIMYHOTO AOCTOMHCTBO Ha notpebutenurte v 3awmrta oT 350ynoTpeba n Hacunme.

HNupukarop

HN3TouyHnk Ha MH{( opMAauUs

122) NHTepBIOMpaHUTE MOTPEOUTENH MO3HABAT
[Tpouenypara 3a mogaBaHe Ha XKajoOu.

[lporienypa 3a momaBaHe Ha >Kaudwu,
MpeJCTaBeHa MO JIOCTBIIEH 3a MOTpeOUTETUTe
Ha4YnH

KajaOu ca pasmIeaHd U ca  IPeAsoKeHU
pemenus oT Komucusita o xanoure.

— llpu  OpUIIOKUMOCT, HUHTEPBIOTA €
noTpeduTenu

123) Beuuku noganenu B nociennute 12 mecenal— Peructsp 3a sxxandute

XayiOu ca HaHeCeHU B Pernctop 3a xamouTe.

124) Beuuku monmaneHu B mocinenuute 12 mecenia|— 3anmoBen Ha pbkoBoauTenst Ha MK 3a

cp3naBane Ha Komucus

— Jlocue 3a Bcsika xkanba (onmrcanue Ha jkanoara,
MPOTOKOJIM M PpEIICHHWsI OT 3acellaHus Ha
Komucusra)

— Hoxnag Ha Komucusita 10 pbKOBOIUTENSA Ha
HK

— OTroBop 10 xkandonoaaresns

125) HHTepBIOMpAHUTE CIYKUTEIW TIO3HABAT
IIpouenypara 3a CUrHaJIM U JOKIAJBAaHE Ha

— Ilpouenypa 3a curHaim W JAOKIaJBaHE Ha
Cllydyad Ha HacUJIue




CJIy4an Ha HACHUJIUC.

— PCFI/ICT”bp Ha CUTHAQJIUTC U TAXHOTO Pa3BUTUC

— MHTepBIOTa CHC CITYKUTEIIN

126) HMHTepBroMpaHuTe  MOTpeOMTENH  ca
3aMl03HATH C MPABOTO CH Ha 3aIMUTa OT BCIKAKBU
dbopMH Ha HACUIIUE U 3JI0YIOTpeda.

Ilpy  mpunoXHUMOCT, c

noTpeduTenu

HHTCPBIOTA

127) Ilpy  HEOOXOOUMOCT  CIYKHUTEIHUTE
MpEeMUHABAT BEAHBK TOAUIIHO OOy4YeHHe 3a
3aKpuJja OT HaCHIIHE.

— YocroBepeHue ot o0ydeHue

— MIHTEepBIOTA CBC CILY’)KUTEIIUTE

— HMudopmanus, nmoanucana oT PBKOBOJUTEINS
Ha yciyrarta

128) Ha BuiHO MsCTO € mocTaBeHa HHGOpManus
3a HTJIZA 116 111 u cneuma tenedoHHa TUHUS
112.

— Habmronienne Ha cpenata

Kpurepumit 14.3: [locTaBUMKbBT Ha colMasiHaTa ycjyra cb3gaBa YCNOBUS 3a U3CNYLLUBAHE
MHEHWETO Ha noTpebuTenuTe B npoLeca Ha npeaoCTaBsiHE Ha ycjyraTa, KaTo rapaHTupa, ye
M3paseHnUTe MHEHUS Ha NoTpebutenute HAMa fa AoBedaT A0 HeraTMBHM NOCEACTBUS 3a THX.
JocTaBuymKbT NogKpens y4dacTUETO Ha NoTpebutennte BbB B3eMAHETO Ha peLleHns Mo BaXXHW 3a

TAX BbMNpoCcu.

Nupukarop

H3r0ouHuK Ha uH opManus

129) MHueHneTo Ha TOTPEOUTENUTE CE U3CITYIIBa
U 3a4HTa.

130) Ha mnorpebutenute Ccbhc 3aTpydHEHA
KOMYHHUKAIIMSI Ca OCUTYPEHH BB3MOXKHOCTH [1a
u3pa3sBaT MHEHUETO CH M Ja Ce 3amo3HasT C
B3€TUTE PEILCHUS.

131) Ha mnortpebutenute, TMOCTaBEHH IO
3alpelieHre, ca OCUTYPEHHM BB3MOXKHOCTH Jia
u3pa3siBaT MHEHUETO IO BCHYKU BBIIPOCH,

CBBP3aHU C IOJI3BAHECTO HA yCiyrara.

— HOII na motpedurtenure

— WUIII na notpeburtenure

Ilpu  mpunoXHUMOCT, c

OTpeduTENN

HHTCPBIOTA

— IlpoTokonu OT ydacTHe Ha MOTPEOUTETUTE B
eKMITHU OOCHXKJaHUS O BaXXHU BBIPOCH Ha
KMBOTA B yCiIyrara, KakTo ¥ OT JINYHU CpPelM C
OTIOBOPHUS 3@ HETO CIIELUATIICT

— MI3anon3Banu MaTepuamu/moaxo 1

Kpurepuit 14.4: [locTaBUMKBT Ha colMasnHaTa ycjayra TbpCUM akTMBHO MHEHWETO Ha
noTpebutennte UM TeXHUTE 3aKOHHW NpeaCcTaBUTENN NPU OLEHKA HA U3Mb/IHEHMETO Ha

MporpamaTa 3a pasBMTUE Ha KAuyecTBOTO.

Nupukarop

HN3T0YHUK HA HH() OpMaAIUA

132) Pa3pabotenu popmu/Marepuain 3a ThPCEHE
Ha MHEHHUETO Ha MOTPeOUTENHTE.

— @opmu/mMaTepuain 3a TbPCEHE Ha MHEHHETO
Ha MoTpedouTeNn

— IIporpama 3a pa3BuUTHE HA KAYECTBOTO

Ha
B

133) [Tone €IHO MpOy4YBaHE
YAOBJIETBOPEHOCTTA HA  IMOTPEOMTEIHTE
paMKMTE Ha Bceku 12 Mecena.

— llpp  OpHIOKUMOCT, HHTEPBIOTA €
moTpeduTeNn

— llpm nDpunaOXKUMOCT, BBIPOCHUIIUTE ca
ajanTUpaHW 3a JIMIA C OIPAHUYEHUS B

3pEHHUETO, ClIyXa WJIM TOBOpa M 3a JULa C
MHTEJIEKTYaJIHU 3aTPyIHEHUS




— Hammyna o0000mena wH(opManus  OT
MPOYYBAHETO

134) Iporpamarta 3a pa3BuTHE Ha KauecTBOTO U|— Chabpkarened mnperiien Ha Ilporpamara 3a
MroanwHnaTt otdeT kbM AKCY oTpa3sBaT|pa3BUTHE HA KAYECTBOTO
MOCTUrHATUTE pe3ynTtaTtu oT

— CoabppkaTeneH mpernien Ha o0oOIeHara
npoy4yBaHETO Ha yAOBJIETBOPEHOCTTA.

nH(OpMaIUs OT TPOYIBAHETO

— Togumen otyer ¢ 0000meHa WHQOpMaus
(xpM 31 mapT 3a AKCY)

CraHgapTt 15: B3ammogencTeme v nogkpena 3a poantennte/6nuskure Ha notpeburenure
CneuynanmsampaHaTa couuanHa ycnayra WK B3aumogenctBa C  poauTenuTe/3akoHHUTEe
npeactasuTenn Ha notpebutenurte. Poautenute m 6Au3KuTEe - NpU M3SBEHO OT TsXHa CTpaHa
»KenaHue - nosseaT nogkpena OT ycayrarta.

Kpurepuia 15.1: [locTaBUMKbLT Ha couMWanHaTa ycayra npunara dopManHu U HedopMasiHu
noaxoAn 3a BK/KOYBAHE Ha poauTenuTe/3akoHHUTE npeacTaBuTenn B NpeAoCcTaBsHETO Ha
ycayrata npuv SCHM npaBuna 3a B3aMMOAENCTBME W CrnojefisHe Ha MHeHMe MO OTHOLWEeHMe Ha
noagkpenara.

Nuauxarop H3T0ounuK Ha uH opManus

135) MHudopmauumsrta 3a ycimyratra (Bux|— Habmonenue
Kputepuit  7.2) cpappka omnucaHue Ha
NOAXOAUTE M JEHHOCTUTE 3a IMOAKpena Ha
pOIlI/ITeJII/ITe/SaKOHHI/ITe nNpeaACTaBUTECIIN Ha|— I/IHTepBIOTa CBC CIIYKUTEIIHN
moTpeouTenure.

— Nudopmanus 3a yenyrata (Bux Kpurepuit 7.2)

136) Ilpu wussiBeHo oT poautenurte/3akoHHUTE|— UIIIT Ha moTpeduTenuTe
npeacTaBuTenu xkenanue 3a noaxpena MIII na
BCEKM TNOTpPEeOMTEN ChAbpKa MOAXOAUTE H
JCHHOCTHTE 32 MOJIKpera. — IIpu BB3MOXXHOCT, MHTEPBIOTA C
POIUTENNTE/3aKOHHUTE MPEJICTABUTENN

— MHTEepBIOTa CBC CITYKUTEIIN

137) HuTepBrompaHuTe CIyXHUTeIU JaBaT|— MHTEpBIOTA ChC CIYKHUTEIN
npuUMepH 3a opraHusanus Ha HedopManHara
KOMYHHKaIIUs c pOIUTENNTE/3aKOHHUTE
MpeACTaBUTENH U 0OMeH Ha MH(opMaIus ¢ TAX.

— HpI/I BB3MOXHOCT, HHTCPBIOTA C
pOI[I/ITeJ'H/ITC/ 3aKOHHUTE NPEACTAaBHUTCIIN

CneumanusnpaHaTta coumnanHa ycnyra UK Moxe Aa ce npeaoctaBss CaMOCTOSTETHO MM
1
KOMIUIEKCHO CbC C/IeAHUTE COLMaHU YCNyru:

— MH(OPMUPAHE U KOHCYITUpPaHe - KaTo obwogocTbnHa coumanHa ycnyra (npu WK 3a nogkpena
Ha Jeua U TeXHUTE CEMENCTBA);

— 3aCTBbMHMYECTBO M MOCPEAHNYECTBO;

— obwHocTHa paboTa;

- Tepanus n pexabunutauums;

— obyueHue 3a npmgobmBaHe Ha yMeHus - kaTto obwogocTtenHa (nNpu UK 3a mogkpena Ha geua um
TEXHWUTE CEMENCTBA) M KaTO CreuuranmimpaHa coumnanHa ycnyra;

- noakpena 3a npuaobvBaHe Ha TPyAoBM yMeHus (3a Mnadexu Hag 16-rogvuHa Bb3pacT M
MbAHOMIETHN Nnua);

— OHEBHa rpuxa;

— pe3uaeHTHa rpmxa;

— OCUrypsiBaHe Ha MOACJIOH;

— aCUCTEHTCKa noakpena.

JocTaBumKbT Ha coumanHaTa ycnyra MK Mmoxe da npuBnuya/BKAOYBa B AEWNHOCTTA Ha ycayrarta
Ao6poBoNnuM CbrnacHoO pa3paboTeHa OT AOCTaBuMKa nporpamMa. BkA4yBaHETO Ha CTaXaHTu e
cnef CK/OYBaAHE Ha CMnopasyMeHusl Mexay [AOoCTaBuMKa UM CbOTBETHUTE BUCLWIM  y4ebHM



3aBeaeHun4.

' Mpy KOMNAEKCHO NpeAoCTaBsAHE Ha COLMaHN yCNyrn AOCTaBYMKBT MO CBOS MNpeleHKa Moxe Aa
pa3paboTBa o6wm unm oTAeNHM Nporpamm, nNpasuna, perucTpm n gpyru AOKYMeHTHU 3a
pa3nMyHUTE BMAOBE couuanHun ycnayru. Mpu npunaraHe Ha noaxoaa 3a obWwm AOKYMEHTU 3a
BCMYKM NpeaoCTaBsAHM KOMMIEKCHO YyCNyru cnejsa Aa MMa sicHa u gobpe CTpyKTypupaHa
MHdopMaLmsa 3a BCMYKN BUAOBE COLMANHN YCNYrn, KOUTO AOCTAaBYMKBLT NpeaocTaBs, KakKTo U 3a
BCMYKM BNOOBE COLMAHN YCYTN, KOUTO BCAKO OT NinMLaTa nos3Ba KOMMIEKCHO OT eauH
AOCTaBuMK.

MpwioxkeHune 3

KbM 4. 5

CTaHAapTv M KpUTEPUM 3a KaYEeCTBO Ha cneuManusvpaHa couuvasiHa ycnyra
3acTbNHUYECTBO U NOCpeaHN4ecTBO

A. [JocTaBuYMKbT Ha chneuyuanmMsMpaHata couuvasiHa ycayra 3acTblHMHMECTBO M
nocpeaHmyecTBo (3M) e ANbXXEeH Aa OCUrypu cliegHuTe CcTaHAapTy 3a opraHuMsaumsa wm
ynpassieHe Ha couuasiHaTa ycayra:

CraHpaprt 1: YnpaBneHue

CucTemaTa 3a ynpasieHue Ha chneunanusmpaHaTa coumanHa ycnyra 3l ce npunara epekTMBHO U
LASIOCTHO, KATO HacbpyaBa Ky/Typa Ha KAyecTBOTO. YcjyraTa rapaHTuvpa, 4e uenurte Ha
couuvanHaTta ychnyra, wHaAMBMAyanHute noTpebHOCTM Ha noTpebutenute U NOCTUrHaATUTE
pe3ynTaTh 3a TAX Ce peanusmpaTt Mo Bb3MOXHO Hal-edeKTUBEH HauuH, KAaTO Ce aHraxwupa c
pa3BuMBaHe W NpunaraHe Ha Ao6pu NpaKTUKW.

Kpurepwmia 1.1: [locTaBUMKDBT Ha coumanHaTa ycnyra npunara cucteMa 3a ynpaB/ieHWe Ha
CNyXuUTenuTte, pecypcuTte n Ka4yecTBoTo.

Nuauxarop H3T0ounuK Ha uH opManus

1) Pasnucana cucrema 3a ynpasieHue Hal— JloCTaBUMKBT NpencTaBs J0OKa3aTelCTBa 3a
Ka4eCTBOTO, B T.Y. Ha CAYXWUTENINTE W|HaIM4Me Ha CUCTEMA 3a YIIPABJICHHE

pecypcuTe. — TIMCMEHM MONMTUKA W TIPOLELYPH, IIPaBUIIa,

MMpaBUIIHUIIN

— Mudopmanus, noanucaHa oT PBKOBOAUTENS
Ha yciryrara

2) O6o6mena nHpopmarus (cnpaBka) oTHocHo|— [lombaHeHa dopma ¢ 0000ImeHAa WHPOPMAITHS
pe3ynrata 3a MOTPEOUTENHTE 3a akTUBHUTE u|(mepuox  OT  Bpeme, Opoil  oOxBaHaTH
MPUKITIOYCHH CITydau. norpebutenn, npobremu  (paspemieHn U
HepaspelieHu ), 001M TeHACHIIUU U Jp.)

— UIIIT va notpeOutenute

3) Ilporpamara 3a pa3BuTHE Ha KauecTBOTO WU|— CobabpxareneH mnperien Ha [Iporpamara 3a
MroanwHnat otdeT kbM AKCY oTpa3sBaT|pasBuTHE Ha KaYECTBOTO

NOCTUrHaTUTE PE3ynTaTu. — CwoabpxateneH mperiie; Ha o00oOImeHara

nHpopManus

— lopumen otuer ¢ 00o0OmeHa HHpopMalus
(xpM 31 mapT 3a AKCY)

4) Bcuuku CchoyKuTeNIM ca 3ano3HaTd  cbc|— MHTEpBIOTa ChC CITyKUTEIH
CBhABP)KAHUETO Ha 0000IIeHaTa MHpOpMaLIHs 32
INOCTUTHATUTE PE3yITaTd ®  B3eMaT IO
BHMMAaHHE BCUYKH OOCTOSITEICTBAa OT 3HAUCHUE
3a Mo/100psiBaHE Ha eXXeTHEeBHaTa UM paloTa.

Kpurepwmia 1.2: YnpaB/eHMeTO Ha coumnanHaTa ycnyra 3l e sCHO CTpYyKTypupaHo, Kato



yNpaBisiBallOTO yc/yraTa JiMUe € Ha3Ha4yeHo OT J0CTaB4yMKa Ha ycJlyraTa 3a OCblleCcTBSIBaHe Ha
PbKOBOACTBO M € paboToAaTen Ha CNyXUTenuTe, NpeaocTaBsAln ycayraTa.

Nupukarop HN3T0YHUK HA HH() OpMaAIUA

5) [eitHocTtTa Ha ycimyrata ce ympaBisBa oT|— JloroBop 3a Ha3HauyaBaHe (Bb3jIaraHe) Ha
Ha3Ha4yeH OT JOCTaBYMKa PBKOBOJUTEIL. JMIIETO, YIPABJIABAIIO COLIMATHATA yCIIyra

— Ilpu mpunoxuMoCT, BaIUAHO IBIHOMOIIHO Ha
PBKOBOJMTENS HA ycIyrara

6) Onpenenenu ca OTTOBOPHOCTUTE, HUBATa Ha|— JUTBXHOCTHH XapaKTEepPUCTUKH Ha
B3€MaHE Ha peleHus (IMOJAYMHEHOCT) M| CIyXHUTennuTe (BKI. OpraHurpaMa)
3aIBIDKEHUSTA Ha CITYKUTEIUTE.

Kpurepwumia 1.3: [locTaBUMKbBT Ha colmanHaTta ycnyra npunara Metoam 3a paborta, cbobpaseHu c
npoy4yeHn Aobpu NpakTuku 3a paboTa C Aeua U/ Unv nuua, BKAKUYUTENHO C YBpEXAaHuUs.

HNupuxarop H3T0uHuK HA MH opManus

7) Ilpu BB3MOXKHOCT, YCTaHOBsIBaHE Ha MeToau|— MHTEpBIO ¢ pbKOBOIUTENS HA yCiIyrara
3a paboTa B yciyrara, ChoOpa3eHU C TMPOYYCHHU
no0pu MpPaKTUKUA W MOAXOAH 3a paboTa ¢ nerna
W/WJIN JIMIIA, BKITIOYUTEITHO C YBPEXKIaHUSI.

— Huadopmanus, moanucaHa OT PBKOBOJUTEIS
Ha yciyrara

8) Ilpu BB3MOXKHOCT, PBHKOBOJIUTEIAT Ha
yciayrata — [OcoyBa  IMOHE  eaHa  Ao0Opa
MpaKTUKa/MHOBAIUS, PUJIOKEHA B yCIyraTa.

CraHpapTt 2: OpraHmsauus Ha geMHocTuTe

JenHocTuTe Ha cneuuanusMpaHata coumanHa ycnyra 3l ce opraHuM3mpaT crnopea nporpama 3a
ueneeaTta rpyna Ha ycnyrata u obema npasa, 3a KOUTO Ce TbpCU 3aluuTa, Npu rapaHTUpaHo
n3bsreaHe Ha KOHMAMKT Ha wWHTepecu. [porpaMata CbAbpXa SCHO oOnpejeneHn uenn wu
CbAbpXaHune, MeToam Ha paboTa, opraHusaums Ha AeMHOCTUTE U Npasuna.

Kpurepuia 2.1: [JocTaBuUMKBT Ha couMWanHaTta ycnyra e paspabotun v npunara [MporpaMa 3a
3aCTBbMHNYECTBO M MOCPeAHNYECTBO cnopea crneundukuTe Ha 3aTpydHeHusTa u npobnemute Ha
uenesuTe rpynm, ¢ Kouto pabotu.

Nupukarop HN3T0YHUK HA HH( OpMaAIUA
9) Pazpaborena u yrBbpaeHa Ilporpama 3al—  Ilporpama  3a  3aCTBIIHMYECTBO u
3aCTBITHUYECTBO U MTOCPETHUYECTRBO. IIOCPETHUYECTBO

10) Ilporpamata € croOpazeHa ¢ HACOUYEHOCTTA [Iporpama  3a 3aCTBHITHUYECTBO "
Ha JCWHOCTUTE U CHEHUPUUHUTE MOTPEOHOCTH|TOCPEAHUIECTBO

Ha noTpeGuTeMTe. — MIHTEpBIO C pPPKOBOAUTEIISA HA yCayrara

— MHTEpBIOTA CHC CITY)KUTEIIN

11) UnTepBronpanute ciyxutenu gaBaT npumep|— MHTepBIOTa ChC CIYyKUTENN
OT CBOSITa IIpakTMKa @10 IpUJaraHe Ha

— HMuadopmanus, moanucaHa OT PBKOBOAUTEIS
nporpamara.

Ha yciyrara




Kpurepwmia 2.2: [locTaBUYMKDBT Ha coumanHaTa yclyra opraHusvpa no4acoBo NMpeaocTaBsiHe Ha

OENHOCTUTE 3a nogKkpena Ha norpebutenute.

Nupukarop

HN3T0YHUK HA HH() OpMaAIUA

12)  JlefiHocTuTe HaA  CIyXHUTEIUTE  ca
pasmnpesienerHu cho0pazHo MHauBuayaTHus 1iaH
3a moakpemna (UI1IT) Ha Bcexn moTpeOuTe.

— MHTepBIOTa CHC CITYKUTEIIN

— UIIIT va notpeOutenute

13) OcHOBHUTE NEHHOCTH 3a BCEKU MOTPEOUTEN
ca pasNWCaHu B WHAWBUIyaJIeH Tpaduk 3a
pabora.

14) [eiitHocture ¢  moTpeOuTenure  ca
OpraHU3MpaHW WHAWBUAYATHO W/WJIA B Tpyna
(Ha TOTpeOHTENM ChC CXOJIeH NpoOJIeM WIIH
3aTpyAHEHHMs), IPH BB3MOXKHOCT C Y4acTHETO Ha
JHUIAa OT CEeMEHHUS KPBr M JPYyrd 3HAUYUMHU 32

HOTpCGI/ITeHH Jna.

— CenMuyeH rpaguk 3a paboTa Ha CIIy)KUTETUTE

— MnuBuyanHu rpaduuy Ha MOTpeduTeNnuTe

Kpurepuit 2.3: Npy NpunoXmMMocT, AOCTaBUMKDBT
Ha ycnyrata n MobusHo.

Ha couuManHaTta ycnyra npeaocTtass AeNHOCTUTe

HNuauxatop

H3T0uHuK HA MH} opManus

15) B UIIIl nHa norpebuTenuTe ca 3aJI0)KEHU
JNEWHOCTUTE, KOUTO €€ NMPEAOCTABSIT MOOUIIHO.

— UIIII na notpeOurtenute

16) JloCTaBUMKBT € OCUTYpPUJ TOJXOASIIHM

YCIIOBUS/CpEICTBA 32  NPUABHXKBAHE  Ha
CIy)KUTETUTE W — TpU HEOOXOAMMOCT — Ha
noTpeduTeNnuTe.

17) BpemeTo 3a mpuABUKBaHE Ha CIYKUTEIUTE
3a MOOMJIHO TMpEAOCTaBsiHE Ha yciyrara ce

OTYMTA KaTo pa6OTHO BpCMC.

- Ha6J’IIOI[eHI/Ie 1 OIMUCaHUuC

— MHTEepBIOTa CBC CITYKUTEIIN

— CenmudeH rpaduk 3a paboTa Ha CITY)KUTEITUTE

Kpurepuit 2.4: [JoCTaBYMKbT Ha CoLManHaTa ycayra cb3gaBa BCUUYKM HEOBXOAMMM YCNOBMS 3a

n3bsreaHe Ha KOHd.)J'Il/IKT Ha UHTEPECHK.

HNuguxatop

H3T0uHuK HA uH opManus

18) JlocTaBUMKBT MOXKE /1a JTOKaKe, 4e Tpujara
pasnucaH MEXaHHU3bM 32 HACHTU(HUIIMpaHE Ha
PHUCK OT KOH(IMKT Ha MHTEPECH U TpoIleaypa 3a
CIIpaBsHE.

— IlpaBuna uiam MexaHW3MU, WU TPOLENYPH

19) Cnyxurtenute ca 3amo3HaTH U JAEKIapUpaT
MUCMEHO JIUTICaTa Ha KOH(IUKT Ha HHTEPECH.

— Jlexnapanuu (3a u30srBaHe Ha KOHQUIMKT Ha
WHTEPECH ), TOAMUCAHN OT BCHYKU CITY)KUTEITH

*

CTaHﬂapT 3: MsicTo Ha npeaoctaBsHe

MACTOTO 3@ nNpefdocTaBsiHE M yMnpaBfeHME Ha Cchneuuvanu3vpaHata couwnanHa ycnyra 301
cnocobcTBa 3a yJsleCHeH AOCTbMN Ao/Ha noTpebutenute, uMaeHTUdUUMpaHe M 3a40BONSIBAHE Ha
TEXHUTE NOTPEBHOCTUN N TAXHOTO COLMAHO BK/OUBAHE.



Kpurepuitr 3.1: MsAcTOoTO Ha coumanHata ycnayra 3l e KOMYHMKATUBHO.

aAMUHUCTPATUBEH aApec Ha npefocTaBsiHe.*

Ycnyrata wMa

(*) MNpu n315710 MOBUIHO NMPEAOCTaBSIHE Ha coumnasHata ycsyra TO3M KpUTEPUI Ce rpoBepsiBa B
4YacTTa 3a oCUrypsiBaHe Ha aAMMHUCTPATUBEH aApec Ha ycJjyraTa.

HNupukarop

H3T0unuK HA uH opManus

20) Cpenata, B kosito ce Hamupa 3II, e
nmoaxoJdia I10 OTHOHICHME Ha IIpHIICKallaTra

uHdpacTpykrypa.

— HaGmroienue 1 onucanue Ha cpeaTa

21) 3a noctena o 311 HsMa niperpaau U MpPeYKU
KaTo Oapuepw, 3abpaHa 3a CriupaHe.

22) YcraHOBsIBaHE Ha aJMHHUCTPATUBEH ajpec
Ha yciyrara.

— Pemmienne Ha OONIMHCKHS CHBET, @ B CIIy4auTe,
KOTaTO COLIMaJHaTa Yyclyra € JAejieTupaHa oOT
Ibp’KaBaTa  JEHHOCT, u 3amoBen Ha
W3INBIHUTEIHUS JUPEKTOp Ha AreHuusTra 3a
COILIMAJIHO IIOJIIIOMaraHe

— Pernctsp Ha AKCY

CtaHpaprt 4: CneunanuavpaHa cpeaa

CneumnanunsmnpaHaTa cpefa, B KOATO ce npefoctaBs coumanHaTta ycnyra 3[1, KaTo apxuTekTypa,
dYHKLMOHANHOCTM U AM3aWH, Cb3gaBa YCNOBUS 3a ajeKBaTeH OTroBop Ha npobnemute w/vnm

3aTpyAHeHuaTa Ha noTpebutenure.
Kpurepuit 4.1: MNomMelleHMATa 3a MHAMBUAYA/HA

n/wnn rpynosa paboTta ca gocTaTbyHO Ha 6pon,

[OCTbMNHKU, ob63aBedeHn cbobpaseHo ¢ PYHKLNOHANHOTO UM NpegHa3HadeHne n noTpebHocTuTe Ha

notpeburenure.

(*) Mpy M350 MOBMIHO NMPEAOCTABAHE Ha CoLMasHaTa ycJsyra TO3u KpUTEPUI CE rpoBeEpPsIBa B
YacTTa 3a OCUrypsiBaHe Ha MaTtepuasHu yC/10BUSI 3@ BOAEHE U CbXPAHEHUE HA [JOKYMEHTaLNATA.

HNuguxatop

H3r0ouyHuK HA uH opManus

23) Ilpu BB3MOXHOCT, (oaile 3a mnpuem Ha
HOTPEOUTENUTE U CHIIPOBOXKAALIMTE I'U JIUIIA.

24) llpm nNpUTOKUMOCT, IIOMEIIEHUATA ca
MPOEKTUPAaHU U O03aBelleHH U O0OpyIBaHU C
HOJXO/SIIM TTOMOIIHU CPEJACTBA, TEXHOJOTUU H
ypeau.

25) Tlone egHO TMOMEIIEHHWE 3a WHIWBHUIyaTHA
paboTa ¢ moTpeduTenuTe.

26) IloHe enHO MOMEITICHUE 3a TPYIoBa padboTa ¢
MOTpEeOUTENNTE.

27) IloHe eqHO TOMEIICHUE 32 CITY)KUTEIIUTE.

— HaGaronenue 1 onucanre Ha MOMEMEHUATA

28) VYcimoBus 3a CbXpaHEHHE Ha JHUYHA
JNOKYMEHTAIlMsi Ha TOTPEOUTENIUTE W apXWB
(Hamp. MeTajieH mKad, KOUTO ce 3aKT0UBa).

29) HanuuHo e HeoOXoAMMO OOOpyaBaHE MHpH
chOO/IaBaHe Ha TPOQPECHOHATHUTE HOPMU U
W3UCKBAHUS nomooH, TeneoHEH IOCT,
UHTEpHET BpB3Ka, BUJICOHAOIIONEHUE (B 0OIM
MOMEIICHHS, KOPHUIIOPH, BXOAOBE), CHUTHAIHA

HHCTAJIallus, aKO € ITPHUJIOKHUMO.

- Ha6J’IIOIleHI/I€ 1 OIMKMCaHUEC HAa MTOMCHICHHUATA

— IlpaBuna 3a pocTen 10 MOMELICHHUATA U
JOKyMEHTaIusATa




Kpurepwit 4.2: CaHUTapHO-XUIMEeHHUTE NOMELLEHNS B coumanHaTa ycayra 3l ca AoCTaTbYHO Ha
6pon N BCUYKU CAHUTAPHU CBHOPBXEHUS Ca B U3MPABHOCT.

(*) Mpn wu3ysiio MOGWUIHO MPEAOCTaBSHE HAa coumasHata ycJslyra TO3W KpUTEpUH He ce
npoBepsiBa.

HNupuxarop H3Tr0uyHuK HA uH opManus

30) Ilpu BB3MOXKHOCT, Hanmuuue Ha oTAeHHH|— Habmronenue n onrucanue Ha MOMEIICHUSTA
TOAJIETHU 32 CIY)KUTEINUTE U TOTPEeOUTENUTE.

31) IloHe enHO caHUTApHO TIOMEIICHUE €
MPUCIIOCOOCHO 3a MOJI3BaHE OT MOTPEOUTENN ChC
3aTpyIHEHUs TPU TPUABHIKBAHE.

32) Bcuuku caHUTapHU  CBOPBXKEHUSA ca
paboTenm.

Kpurepwmit 4.3: [locTaBUMKBT Ha coumanHaTa ycyra cnasBa CaHUTapHO-XUMMEHHUTE U3NCKBaHMUS
Mo OTHOLWIEeHNE oCBEeTJ/IEHUNE, OTOoM1IEHNE U BEHTUNAUNUA HA BCUYKUN NMOMELLEHUA.

(*) Mpn wm3ysio MOGMIHO MPEAOCTaBSHE HAa coumasHata ycJslyra TO3W KpUTepuii He ce
rnpoBepsiBa.

Nupuxarop H3r0ouHuK Ha uH opManus

33) Bcuuku moMemieHus ce OTOILIABAT, KaTo mpe3|— HabmrogeHne u omucaHue Ha MOMEIICHHSTA
3UMHHUSI TIEPUOJ C€ TMOJIbpKa MOCTOsSHHA|(TepMOMETHp B yCIIyrara)

TeMIlepaTypa B CBOTBETCTBHE C XUTUCHHUTE
n3uckBanus — MuH. 20°C, Korato ce HM3IT0JI3BaT
OT OTpeOuTENNUTE.

— Korato e mnpuiio)kumo, HHTEPBIOTA C
noTpeouTenu

— Korato e npunoxmmo, HHTEpPBIOTA CbC
CILY’KUTEIIN

34) TlomemeHusiTa ca TpoBeTpeHU u HsaMmat|— HaGmroneHue u onvcaHue Ha TOMEIICHUSTA
crienu(uIeH MUPHC.

35) Hsma nHamuuue Ha Biara M MyXbl B
ITOMELICHHUSATA.

36) Bcuuku momereHWs 3a HM3MBIHCHHE Ha
NEHHOCTH C TOTpPeOUTeNH HMaT eCTECTBEH
M3TOYHUK HA CBET/IMHA.

Kpurepuit 4.4: CneuvanusvpaHaTta cpefa (MaTepuanHata 6asa), B KOSTO ce NpeaocTaBs
coumnanHaTa ycayra 31, e B CbCTOSIHME Aa NocpelliHe NoTpebutenn cbC cneumanHm

I'IOTpe6HOCTVI, BKKOYUTENHO MNMpU NpuaBMXXBaHE.

(*) Mpn u3ysa10 MOOGUIHO MPEAOCTABSAHE HA COUMA/IHATa YyCJyra TO3U KDUTEPWI HE Ce
rpoBepsiBa.

HNupuxarop H3r0ouHuK HA uH opManus

37) OyakuuoHuWpami@a pamra wuid - apyru|— HaGmrogeHue u onmvcaHue Ha cpenaTta
TTOJXOJISAIIM TIPUCIIOCOONIeHHsT (HAIp. acaHChOp,
MOJEMHUK) HAa TMOIXOJAII0 U JIECHOIOCTBHITHO
BXOJIHO MsicTO KbM 311

- JIOKYMGHTI/I 3a BBBCXKIAHC B CKCIIJIOaATalluAd Ha
CbOTBCTHOTO CHOPBKCHUC




38) Bparute mo3BodsABaT  MON3BaHE  OT
norpedurenu ChC 3aTpyIHEHUS npu

NpUABUKXBAHEC — HAMAT IIparoBe, 6paBI/ITe ca Ha|— Ha6J'IIOI[eHI/Ie U ONKCaHUE Ha cpeaaTa
JOCTBITHA 3a HOTpe6I/ITeJII/ITe BHUCOYHHA.

— HpI/I BB3MOXKHOCT, HHTCPBIOTA C HOTpe6I/ITCJ'II/I

39) llupounHaTta Ha BCUYKH KOPUJOPH U BpaTH
no  THTS HA  JBWXKEHHWE  MO3BOJISABAT
Oe3NpensITCTBEHO NMpEeMUHAaBaHEe Ha WHBAJIMJHA
KOJTMYKA.

CtaHpapT 5: be3onacHOCT U CUrypHOCT

CneuunanusupaHaTta coumanHa ycnayra 3 ocurypsiBa curypHa UM 6esonacHa cpeaa 3a

noTpebuTenutTe u CAyXUTENUTE Cropea AeWCTBallMTE HOPMATMBHM  M3UCKBaHWUSA, KaTo

[OCTaBUYMKBLT PErynsipHO CbracyBa AEWCTBUATA CU C NPENOPbLKUTE HA KOMMNETEHTHUTE OpraHu.

Kpurepwit 5.1: [loCTaBUMKLT Ha CcouManHaTa yciyra OCUrypsiBa aBapuiiHa UM MoXXapHa
h

6e30nacHOCT 3a noTpebutennte 1 CAyXXuUTenute Ha ycayraTa.
(*) Mpu wu3ysio0 mMobuiHO rpefocTaBsiHE Ha couwmasHata ycjayra TO3u KpuTepuii He ce
rnposepsiBa.

HNupuxarop H3T0uHuK HA MH opManus

40) Pa3paboren [lnan 3a 3anmura nmpu O6enctBust u|— [Lnan 3a 3anmTa mpu OSICTBHS U aBapUH
aBapuu.

41) VHTepBIOMpAaHUTE CIYXKHUTEIN ca 3arno3HaT|— MHTepBIoTa ChC CITyKUTETH
ChC CBOUTE 3aabiDKeHUs mo [lnana 3a 3anmral [ltan 3a 3aimTa PH GEJCTBUS H ABAPUHL
npu OEJCTBUS U aBapHu.
— Ilporokonum  oT mpoBeneHUW — y4eOHU

€BaKyal[MOHHU MEPOIIPUSITHUS

— IIpenmucanus ©Ha Ciyx6a 'TloxapHa
0€30MacHOCT U 3alMTa Ha HACEIIEHUETO"

— Hoxapuo nmocue/llponenaypa 3a peakuusi mpu

oXxap
42) Nma obGo3HaueH aBapueH u3xoia, padoremo|—  Ilporokomu/mpennucanus ot  CioyxOa
€BaKyallHOHHO OCBETJICHUE. 'TloxxapHa  Ge3omacHOCT | 3alMTa  Ha
HaceJleHneTo"

43) EBakyannoHeH MIaH — MOCTaBeH Ha BUJHO|— HaOmroneHue
MSICTO U B €Ibp TIJIaH.

Kpurepwia 5.2: MNMpy MO6WUIHM AEAHOCTU Ha TEpPeH AOCTaBUMKBLT Ha colManHaTta ycnayra
OoCUrypsiea B MakCuUMasiHO Bb3MOXHa cTerneH 6e30nacHOCT Ha CAYXUTenuTe npu arpecus u/vnu

KOHCbJ'IMKTHO nosegeHmne n ap.

(*) Mpu npegocTaBsiHe Ha couuasHaTa ycjyra camo B Crieynanin3mnpaHa Cpeaa TO3u KPpUTEPUH He
ce npoBepsiBa.

HNupuxarop H3T0uHuK HA MH} opManus

44) Wzsvpmena nucmena OrneHka Ha pucka,|— OleHka Ha pucka
KOATO BKIOYBA MOTCHIHUAJIHU PHUCKOBEC 110
OTHOIIIEHWE Ha 0e30macHOCTTa Ha cpeaara Hu
B3aMMOJICHCTBUETO MEXKIy MOTpeOuTeNIn W
CITY>KUTEIH.




45) IlpaBuna 3a MOBEJCHUE Ha CIYKUTEIUTE Ha
TEpEH C 1€l HaMaIsIBaHe Ha WICHTU(PHITUPAHUTE
PHCKOBE.

— OneHka Ha pucKa

IIpaBuia 3a HaMaJsIBaHe
UJICHTU(PUITUPAHUTE PUCKOBE

Ha

46) MHTepBIloupaHuTe CIYKUTEIH Ca 3aM03HATH
CbC CBOUTE 3aIBIDKEHUS CIIOPEN YIBBPIACHUTE
MpaBuUJIa.

— I/IHTepBIOTa CBC CIIYXXUTECIN

Kpurepumit 5.3: [JocTaBYMKBLT Ha colManHata ycnyra npunara npoueaypa 3a CbXpaHeHue U

M3non3BaHe Ha NoTeHUWanHoO BpeaHM BELWECTBA.

(*) Mpu wu3ysio0 mMobuiHO MpefocTaBsiHE Ha couwmasHaTa ycjayra TO3u KpuTepuii He ce

nposepsBa.
HNupuxarop H3T0uHuK HA MH opManus
47) Hammuna nucmena  mpoueaypa  3a|— [Ipouenypa 3a cbXxpaHeHHE W HU3MOI3BAHE Ha

CBEXPAaHCHUC W MH3MNOJI3BaHE Ha ITOTCHIHUAJIHO
BpCIHU BCHICCTBA.

48) HMma nucMeHM yka3zaHUs 3a HauyMHa U
JI03MpOBKATa Ha M3MOJI3BaHE Ha IpernapaTute 3a
Ne3suHGEKIUsT Ha pBIETe Ha CIYXKHUTEIHUTE,
MOTPEOUTENNTE U Ha TOBBPXHOCTHUTE.

49) Muenm cpeacTBa W APYIH TMOTEHIIUATHO
BpEJHHU BEIECTBA ca SICHO O0O3HAYCHW U Ce
ChXpaHsBaT B CIICIIMATHU 32 TOBA MECTAa, KOUTO
ca HEJIOCTBHITHHU 32 MOTPeOUTEIHTE.

MTOTCHIMAJTHO BPEIHU BEILECTBA
— Habnronenue Ha nmomeneHusTa
— MIHTEpBIOTA CHC CITYKUTEIN

Kpurepwmia 5.4: [locTaBUYMKbBT Ha coumanHaTa yciayra npunara lNporpaMa 3a nNpeBeHUMs U NNaH 3a
OENCTBUE MpPU Bb3HUMKBAHE Ha enuaeMuyHa cutyaumsa. [JocTaBUMKbBT OCUrypsiBa JIMYHU NpeanasHu

CpeACcTBa 3a CNYXUTeNuTe Ha ycayraTa.

HNuauxatop

H3T0uHuK HA MH opManus

50) Paszpaborena Ilporpama 3a mpeBEeHIUS H

— Ilporpama 3a nmpeBeHIUs U IJIaH 3a JAEHCTBUE

IJIaH 3a JCHCTBHE TpU BBH3HUKBAHE Ha|MpU BE3HUKBAHE HA CIHIEMHUYHA CHUTYAIIHSI
enuIeMUYHA CUTYaIIHSL.

51) Bcuuku cayxkutenu ca 3ano3Hatd  c|—  JlokymeHT,  ymocToBepsiBaml, ~—4e€ ~ Ha
pasmucanara [IporpaMa 3a mpeBeHIHsI U TIaH 3a| CIY)KUTEIHUTE € MPEJ0CTaBeHa IporpaMara
JNECTBME TpU BBH3HUKBAHE Ha CMHUJAEMUYHA|— [poTokomn(u) oT MPOBEJICH
CUTYaIHSI. WHCTPYKTaX/00yueHue

— MHTEpBIOTA CHC CIYKUTEIHN

52) Beuuku City)kMTEIH UMaT JUYHU MPEANa3Hu
CpeacTBa MacKl, €JIHOKPAaTHU MPECTHIIKHU,
pPBKaBULU U Jp.

— Habnronenue Ha nmomeneHusTa
— MIHTEpBIOTA CHC CITY)KUTEIIN

Kpurepwuia 5.5: [JoCTaBUMKBLT Ha coLManHaTta ycayra rapaHTupa 3akpunarta Ha notpeburenure
Nnpy HacTbMNBaHE Ha MHUWIEHT, 3acTpallaBall XXWBOTa M 34paBETO Ha noTpedbuten.

HNuauxatop

H3T0uHuK HA MHG opMaLus




53) Paspaborena Ilpouemypa 3a neiictBue mpH|— IIpouenypa 3a JercTBUE pH
WHIHJICHT/CMBPT Ha TOTPEOUTEIL. UHIUJICHT/CMBPT HAa TOTPEOUTEN

54) Beuuku ciyuTeNnu ca 3alo3HaTH CcbhC cBouTe|— MHTEpBIOTA ChC CIIYKUTENH
3aabIKeHus cbriiacHo Ipouenypara. — Ilpotokon(u) 3a mpeanpueru ACUCTBUS U
pe3yinTaTuTe OT TAX

55) [MpoBenen WHCTPYKTaX/00ydeHne Ha|— Madopmanms, moamucaHa oT prbKOBOAUTENS
CIY)KUTEIUTE 3a OKa3BaHE Ha I'bpBa MOMOII TIOHE| HA ycayrata

BEIHBXK Ipe3 nmocieanute 12 mecena. — [Iporokomn(u) oT MPOBEACH
MHCTPYKTaXx/00ydeHue
56) Bcuuku notpeOuteny u/uiau TexHuTe 3akOHHU|— [Ipy  NpUIIOKKMMOCT, HWHTEpBIOTAa C

HOpEeICTaBUTENN ca HHGOPMHUPAHU MO MOIXOAL TOTpeOUTENH
HAYMH 3a peJa Ha MHPOPMHpaAHE MpH Ciaydail Ha
UHIHJICHT.

CraHpaprt 6: NMNoBepuTesIHOCT U CUrypHOCT Ha uHdpopMaumsaTa

CneunanmsmpaHata coumanHa ycnyra 3[1 rapaHTupa B MaKCuMMasnHa CTeneH 3awuta Ha
NOBEPUTENHOCTTA, CUIFYPHOCTTA Ha JIMYHUTE AaHHWU N MHbOopMaLumsTa 3a notTpeburenurte.
Kpurepuia 6.1: [loCcTaBuMKBLT Ha couuWanHaTa ycjyra pa3pabotrBa M npwuniara MOJUTUKN U
npoueaypu 3a CUrypHOCTTa U NMOBEPUTENTHOCTTa Ha IMYHUTE AaHHKW 3a noTpeburenute.

HNupukarop HN3TouyHnK Ha MH{( opMAaUs

57) Bcuuku cayxutenun ca 3ano3HaT  c|— [lucMeHa monuTHKa M NPOLEAYPH OTHOCHO
NOJIUTHKaTa W MPOLEAypUTE 3a 3alMTa Ha|3almTara Ha JUYHUTE JaHHU U MHQOpManusTa
JUYHUTE JAaHHU U ca HasCHO C OTTOBOPHOCTUTE|3a MOTPEOUTENNTE U ceMelcTBaTa

CH 3a MOJABP)KaHE Ha NOBEpUTENHOCTTa Ha|— MHTEpBIOTaA CHC CIYKUTEIN

uHopmanuaTa 3a norpedutenute U TexHute|— MHpopmanus, noamucaHa OT PHKOBOIUTENS
ceMelcTBa. Ha yciayrara

58) JKenaeumre na nonssar conuanHaTta yciyra|— llognucanu Jlexnapauuu
(pomMTENUTE/3aKOHHUTE  TPEACTABUTENN) ca
noanucany Jlekmapanus 3a  cbIylacMe  3a
IpenocTaBsiHe U 00pabOTBAaHE HA JIMYHU JIaHHU
3a nenute Ha nu3rorBssHeto Ha MOIT n UIIIL.

Kpurepwuit 6.2: [JoOCTaBUMKBLT Ha coLManHaTta yciyra apxuBmpa AOCUETaTa Ha noTpebutenute u
M CbXpaHsBa CbIMacHO M3MCKBaHUSATA Ha BbTpellHn npaBuna 3a apxvMBupaHe Ha MHdopMaLuusATa.

Nuauxarop H3T0unuK HA uH opManus

59) Bcuuku JokymeHTHM ce apxuBupar 1no|-— IlpaBuia 3a apxuBupane

[IpaBuua 3a apxuBupaHe Ha HUHGOPMALUTA. — 3amnoBen, onpenensia cbetaBa Ha Komucus ot
CI)KUTEIM Ha YycilIyrata 3a apXUBHpaHe
ChOOpaA3HO BHTPEIIHUTE MPABUIIA

60) [Ipouemypara 3a 3ammTa Ha JUYHUTE HaHHH|— [Iporeaypa 3a 3anmTa Ha JTUYHUTE JAHHU Ha
Ha OTPEOUTENUTE ChbPKA YCIOBUATA, BPEMETO| MOTpeOUTETUTE
" pcaa 3a YHUIIOKAaBAHC HA JIMYHUTC JaHHU.

CtaHpaprt 7: Pa6orta c o6wHOCTTA

PaboTaTa c 06LWHOCTTa M CMCTEMHaTa KOMyHMKaLMa Ha cheunanusnpaHaTa coumanHa ycnyra 3M
C MapTHbOPM, APYrY AOCTaBYMLM, AbpPXABHUM WU OBLWMHCKM Cnyx6u, GusHec, mMeanum w Apyru
AOMpMHACcAT 3@ COUManHOTO BKJIOYBaHe Ha noTpebutenvTte B 06LeCTBOTO.



Kpurepuia 7.1: [JocTaBuuMKbLT MNpeaocTaBs couuanHata ycnyra 3 BbB B3aMMOAENCTBME WU
KoOpAMHaUMS C Apyrn AOCTaBYULKM Ha coumnanHm, obpas3oBaTenHun, 34paBHK, IOpUANYECKN U ApYTK
yCcnayrm v npouenypu.

HNuaukarop H3T0unuK Ha uH opManus

61) Ycuyrute 3a morpedutenute ce peannsupar|— [Iporokonn OT NOpoBeAeHUW Cpelnm  3a
ype3 CbBMECTEH IUIaH 3a mnpeaoctaBsaHe Ha|koopaunanus Ha UIIIT u nelinoctute
MOJKpernara ¢ Apyrd JOCTaBYMIM Ha conualHu|— ChBMECTEH TIJaH 3a [pPEJoCTaBsHE Ha
YCIIyru, oprann3ani U HHCTUTYUH. moJakpemnara

62) IlmansT cChIBpXKA OTTOBOPHULIMTE 3a — WITII Ha notpeburemte

NpEAOCTaBsiHE Ha KOHKPETHUTE JEHHOCTH 3a
MOJIKpera OT JAPYrd OpraHU3aluu, WHCTUTYLHH,
aIMUHHUCTPATUBHU OPTaHH, YCIYTH U Jp.

Kpurepwuit 7.2: [JoCTaBUYMKBT Ha couManHaTta ycayra uMa paspaboreHa u HanudHa MHdopMauuns
3a UeNnnTe Ha BbHLUHA M BbTpeLlHa KOMYHMKaLMS.

HNuaukarop H3T0unuK HA uH opManus

63) HNudopmaninoHHuTe marepuanu,|— WHpopMannmoHHM Marepuanv, HAIWYHU B
IpeAHa3HAaYeH! 3a OOIMHOCTTa, ca aKTyaJlHW H|yciyraTa

ChIbpKaT camMo o00o0meHa wuHpopMmanus 3al— Marepuanu, NOAXOMINM 32 JHUIA C
ycIIyrara. OTPaHUYEHHUS B 3PCHHUETO, ClIyXa HJIM TOBOPA U

64) HHq)OpMaHHOHHPITe MaTepHain 3a 3a Juna ¢ MHTCIICKTYaJIHU 3aTPYAHCHU A

noTpeduTenuTe ca B moaxoasan] ¢opmar,
CcbhOOpaseH C BB3pacTTa, CTENEHTa Ha pa3BUTHE U
KOMyHUKaTUBHUTE  CIOCOOHOCTH, M  ca
MOATOTBEHH B PAa3IMUHU 32 4eTeHe (hopMaTu.

65) IlogpobHa mHdpopmanus 3a yciayrara (uenu|— M3xopsia morma

Ha yciyrata ¢ 1eJleBU TIpynu, OCHOBHH|— VMHQopmManmoHHH Marepuan, HaJIU4YHH B
JNEWHOCTH, OpraHu3aIus, CIEIUAINCTH U Jp.) ce| ycayrara

npenocrasi Ha opranute no HacouBaHe ([CIL|- Mudopmanus, noamucaHa OT pPHKOBOIUTENS
o0mpHa), KAaTo TMpHU  HEOOXOAUMOCT  ce|Ha yciayrarta

aKTyaJu3upa.

*

CraHpapTt 8: ®uHaHCOB pecypc

[obpo drHaAHCOBO ynpaB/ieHMe Ha cneuuanusupaHaTa coumanHa ycnyra 3.

(*) To3n cTaHaapT He Ce MpoOBEPSsiIBa, KOraTto couuasaHata ycsyra u3usi/io ce ¢uHaHcupa u
yrnpaBsJ/isiBa OT YacTeH OCTaByYyK.

Kpurepwuia 8.1: [JoCcTaBYMKBLT MylaHMpa U pasxoiBa dUHAHCOBUTE CpeacTBa 3a NpeaocTaBsiHE Ha
coumanHaTa ycnyra 3l 3aKkoHOCbo6pasHo, eheKTUBHO, OTYETHO U OTFOBOPHO.

HNupuxarop H3T0uHuK HA MH} opManus

66) TlomumHumsT pasmep Ha cpeacTBara 3a|— PereHue Ha OOIMHCKUS CHBET
¢uHaHCHUpaHe Ha yciyrata € IpUeT OT
OOIMHCKUS CBHBET KaTo yacT OT Orojpkera Ha
o0mmHaTa 3a BCHUYKA COIMAIIHU  YCIYTH,
JeTIETUPaHU OT JbpKaBaTa JCHHOCTH.

67) l'ogummeH TjaH W OTYET KbM ompenenceH|— bromkeTrHa OnaHka 3a  pasnpelensHe Ha
MepuoJl Ha cpeicTBaTa 3a (uHAHCHpaHEe Ha|pa3XoauTe




yciyrata mo mnaparpagu cbrimacHo Eamnnara|— OTder Ha HalpaBEeHUTE pa3Xxoau
Oro/pkeTHAa KIacudukanuss 3a choTBeTHaTa|— WHopmanms, moamucaHa OT PBKOBOAUTEINS
TO/IMHA. Ha yciyrara

68) Pa3meppr Ha paboTHHTe 3amnmatu Ha|— [IoMMEHHO mEATHO pa3nucaHue
CIy)KUTEIUTE ChOoTBeTCTBA Ha Hapenbara 3al— Bemomoctu 3a paboTHM 3amiatu
CTaHIAPTUTE 3a 3aljlallaHe Ha Tpyda Ha
CIY)KMTEIUTE, OCBILECTBSABAIM JCHHOCTH 10
NPEIOCTaBsHE Ha COIMAIHU YCIYTH, KOHTO Ce
dbrHAHCHUPAT OT IBP>KaBHUS OIOJIKET.

Kpurepwui 8.2: Mpu NpunoXmnMocT, Ab/HKMMUTE TaKCK 3@ NON3BaHe Ha couwnanHaTta ycnyra 31 ot
notpebutenute ce cbbupaTt peaoBHO B ornpeaesieHus 3a notpeburens pasmep u ca OTpaseHn B
cyeToBOAHATa AOKYMEHTAaLMa Ha AOCTaBYMKa Ha ycnyrara.

HNupukarop HN3TouyHnKk Ha MH{( opMAaUs

69) Pa3smepsbT Ha CHOpaHUTE TakCH HEe HAIXBBpsa|— TakcoBa KHHTA

pa3mepa Ha JbJKUMUTE TAKCH. — Pa3xono-onpaBaaTeneH JOKYMEHT 3a BHECEHA
Takca

— Peructbp Ha moTpebuTenuTe

70) IlorpeOutenckure Takcu ca CbOpaHM OT|— YcTaHOBsBaHE Ha OpOM U pa3Mep Ha IBbIIKUMU
nocrtaBunka Ha moHe 80% 3a mocnemnurte 12| Takcu

Mecera. — TakcoBa kaHHTa

— Pasxomo-ompaBmarenHuW  JOKyMEHTH 32
BHECEHH TaKCH

— Peructbp Ha nmotpedbutenure

b. [locTaBYUMKBT Ha cneuuanamsMpaHaTa coumasiHa ycnyra 3acTbNHUYECTBO U
nocpeaHndecTtBo (3I1) e ANbXKeH Aa OCUTypMU ciefHUTe CTaHAApPTU 3a KBanwdpuKkaumsa n
npodecroHaNIHO pa3BUTHE Ha CJIYXXUTEJINTe, KOUTO OCbLIeCTBABAT AelHOCTTa MNo
npepocTaBsiHETO Ha ycJsyrara:

CraHpaprt 9: CTpyKkTypa n KBannbvkaumsa Ha CnyXxurenure

CneuvanmsupaHata coumanHa ycnyra 31 ocurypsiBa Bb3MOXHO Hal-BMCOKO KayecTBO Ha
YyoBeLUKMUTEe pecypcu, HeobxoomMmum 3a edeKTMBHO npeaocTaBsHe Ha ycnayrata, cbobpasHo
cneundurkaTa Ha uenesuTe rpynm, ¢ Kouto pabotu.

Kpurepuia 9.1: [locTaBuMKBT Ha couManHaTa ycjyra ocurypsiBa AOCTaTbyHO Ha 6poi m c
HeobxoauMaTa npodecmoHanHa NoAroToBKa CAYXUTENN.

HNupuxarop H3Tr0ouHuK HA MH opManus

71) 3a BCcHMYKM TO3UIUM WMa pPa3padOTEHW U — AKTyalHH JIBKHOCTHU XapaKTepPHCTHKH,
OI{O6pCHI/I JJIBXXHOCTHHU XapaKTepI/ICTI/IKI/I u— HpI/I IIOAIMNUCaHUu OT pa6OTOZ[aTCJ'I$I 148 CJ'IY)KI/ITCJ'II/ITC
MPUJIOKUMOCT — C BKIIOYCHO 3aJIbJDKCHUE 32

cpaekicTBre 1o 4. 7 ot 33/]eT.

72) HaetuTe Ha TpYIOB JIOTOBOP CIYXUTENH — JTBKHOCTHU XapaKTEePUCTHKH, TOJIUCAHU OT
MI03HAaBaT JUIb)KHOCTHUTE CU XapaKTEpUCTUKUA.  pabOTOJATENs U CIIyKUTEINTE
— MHTepBIOTA CBC CIYKUTENH

73) B uznckBanusTa 3a 3aeMaHe Ha JIBKHOCTUTE — J[TBKHOCTHU XapaKTepuCTUKU
Ca 3aJI0’)KEHHU CIIELIMAIIHA YMEHHUS, KaTO:

— yMeHHus 3a 3aMecTBalla M JOIBIBAIIA

KOMYHUKAIIHS;

— yMeHus 3a paboTa cbC cemeiicTBa U OOIIHOCT;

— YMEHHMS 3a Cb3JaBaHE U pPa3BUTHE Ha

HOJIKPEISII MPEXH;



— yMmeHus 3a  pabora B EKHUII Hu
MC)KILYI/IHCTI/ITYHI/IOHZUIHO CT)TPYI[HI/I‘IGCTBO nu
B3aMOJCHCTBHE.

74) Bcuwyky HaeTH JMIa CHOTBETCTBAT IO
KBanu(UKALMS Ha WM3UCKBAHUSATA, 3aJI0KEHU B
JUTBKHOCTHUTE UM XapaKTEPUCTUKU.

75) NHTEepBIOMpaHUTE CIY)KUTEIU Ca 3all03HATH
C HOpMaTMBHaTa ypemba B cdepara Ha
COLIMAIHUTE YCNYrM W 3aKpwuiaTta Ha
AETETO, 3allinTaTa Ha nMNpaBaTa Ha

XopaTa C YyBpexAaHusl, Kakto U C
ETMuHMs Kkoaekc Ha paboTewmte C

aeua n ETMYHMA KoAeKC Ha
cnyxutenure, ocblUecTBsABaLUn
AENHOCTU no npenocTtaBsiHe Ha

coumnanHum ycnyrwu.

76) lllatHOTO pa3mucaHue € 3almbJIHEHO Ha
100%.

77) JlOCTaBUMKBT €  OCHIYpHUI
KaTE€rOpUU CIIy)KMTEIN B yCIyrara:
a) CIEUUATUCTH OCHOBHH CIIELIMAIIUCTH,
HEoOXOAMMHU 3a (YHKIMOHHUPAHETO Ha yciyrara,
U NIPENOPBUNTETHU CIEHUATUCTH;

CIIETHUTE

0) CIOyKdATEeNIH, TIPIKO  aHT@XUpPaHU  C
00CITy)kBaHETO Ha MOTpeOUTENNTE.
78) MunumanHuAT Opoil MO  OCHOBHHTE

KaTeTOpUU CIY)KHUTENIN € choOpa3eH ¢ Opos Ha
norpedutenute B 3I1*

(*) MunumaneH Opoii Ha nMIaTa, MOJI3BAIM
colpangHara yciyra — 8, ¥ MaKCUMaJIeH Opoit
JUIa, TONI3BAIlM COIMaTHaTa yciayra — 25.

79) Bcuuku  cIyKUTENH
PaBOCIOCOOHHU 3a paboTa.

ca TOAHHN n

- HJ'I’B)KHOCTHI/I XapPaKTECPUCTUKU, MMOANMHNUCAHU OT
pa6OTOI[aTCJ'I$[ U CIIY’)KUTCIIUTC
- pr,I[OBI/I A0CHUETAa HA BCUYKU CITY)KUTCIIA

— MaguBuayasiHa  TOOWINHA  OIGHKA  Ha
U3IOBIHEHUETO Ha IBKHOCTTAa 3a BCEKH
CITY>KUTE

— MIHTEpBIOTA CBC CILY’)KUTEIIUTE

- I[J'I’b}KHOCTHO IATHO pa3luCaHue
O OCHOBHM CIICHUATIHMCTHU: COITHAJICH pa6OTHI/II(;

O TNpu  HEOOXOAWMOCT, MPENOPbUYUTEIIHU
CIIELU AN CTH : TICHXOJIOT; FOPHCT; JIOTOTIET;

O  CHYKHUTENH, TpsSIKO  aHTAXKHUpPAHU  C
00CITy’)KBaHETO Ha MOTPEOUTENNTE:

MeAMATOP/eKCIepT OT OMUT
— [JouMeHHO MATHO pa3NuCcaHue

— JITB)KHOCTHO ATHO Pa3lMCaHUE

— [JonMeHHO MATHO pa3NnucaHue

— Koedumuent 3a onpenensHe 4ucIeHOCTTa Ha
ciyxurtenure (0,2)

— MeauIuHCKH TOKYMEHTH 33 BCEKU CIYKUTEN —
IIPH MOCTHIIBaHE Ha paboTa
CBUIETEICTBO 3a CHAUMOCT 3a
CIIy)KUTEI — MPHU MOCTHIIBaHE Ha paboTa
— CpoTBeTEH Ha [UITHKHOCTTA JOKYMEHT 3a
oOpazoBaresieH 1eH3

BCCKU

80) VYcraHoBsBaHE TEKy4yeCTBO Ha Kajapu 3a — JJImKHOCTHO IATHO pa3nuCcaHue

nocrneaHuTe 12 Mecena — 1o no3uiuu u Opou.

— Wudopmanus, moamnucana oT PHKOBOAUTENS

Ha yciyraTta
— Ilpermen Ha CUETOBOAHWM  JTIOKYMEHTH,
BEIOMOCTH  3a  pabOTHM  3aljaTH Ha
CITY’)KUTEIIUTE

81) bpoii cxmoueHn noroBopu/criopazymMenus 3a — Habmoqenre u onrcanue Ha cpejiata

HaeMaHe Ha
CITY)KUTEJH/CTICIIU AT CTH
CBCTOSIHHE TI0 TIO3ULINHU U OpO.

JONBIHUTEIHU
(axTuuecko

82) Bcuuku cayxkuTenu ca ¢ MOANUCAHU
TPYIIOBU JOTOBOPU/IOTOBOPH 33 M3BBHPIIBAHE Ha
ompeneneHa  paboTa/3a  MpeAocTaBsHE
OIpeJesieHa yCIyra.

Ha

— CdeToBOHA JOKYMEHTAITUS
— Wudopmanus, moamnucana oT PHKOBOIAUTENS
Ha yciyraTta

— TpynoBu gocuera



83) OueHkara Ha CIYKUTEIUTE ce U3BBpIBa — Dopmymsp 3a OlleHKa
BEJIHBK TOJIMIIHO U OTpassiBa 1enuTe U Mepkute — lIpouenypa 3a onenka
3a IpodeCHOHATHOTO UM pa3Butue B 311.

84) Pesynratute oOT oneHkaTa Ha Bcekd — [loanmucaH OT PHKOBOIUTENS U CIYKUTENS
CIIy)KHUTEN ce 00CHKIaT JIUYHO. DopMmyIsp 3a OL[eHKa

Kpurepwuit 9.2: lNpoueaypaTa Ha A0CTaBUYMKa Ha couManHaTta ycayra 3a noabop Ha C/yXUTenuTe
onucBa NpoLecuTe U HeobXxoANMUTE AOKYMEHTU 3@ Noabop, HAaeMaHe U CKJIlYBaAHE Ha JOroBopU
cbC cnyxurtenute (1 aobposonuute). Mpy NPUNIOKMUMOCT, AOCTABUMKBLT NpUBNYA B AEWHOCTTA
Ha ycnyraTa CTa)aHTu.

HNupuxarop H3T0uHuK HA MH opManus

85) Ilpomenypara 3a mombop ce cma3Ba mnpu|— [Ipouenypa 3a mogdop HA CIYKUTEITUTE
Ha3HAYaBaHE Ha BCEKH CITY)KUTEI. — VHTEpBIOTA CHC CITY)KUTEITH

— Ilpersien Ha TpPynoBH JAocHeTa — MO3UIUU,
00siBM 3a paboTa, MPOTOKOJIU OT MHTEPBIOTA C
KaHJUJATCTBalM 32 paboTa, JUTBKHOCTHH
XapaKTepUCTUKU U JP.

86) OOsBuTe 3a cBOOOJHM pabOTHU MecTa
CBHOTBETCTBAT Ha JIBKHOCTHATA XapaKTepUCTUKA
3a BCSIKA MTO3HUITHS.

87) Ilpu  mpumoxumoct, moaAOOpsT  Ha|— [Ipu mpuIOKUMOCT, Tpolieaypa 3a HaOUpaHe
IOOpOBOJIIIM € B CBHOTBETCTBHME C NHCMEHa|Ha J0OpOBOIIIIH

nporeaypa.

88) [Ipu IIPUIIOKUMOCT, ¢ynkuuute,|— Ilpu NOpuUIOXKUMOCT, JOTOBOP C BCEKH
3aIBIDKEHMSITa U OTpaHMYEHUATa ca pas3lucaHu|100poBoIer]
3a BCsKa JOOPOBOIYECKA MO3UIIUSL.

89) Ilpm mpUIOKUMOCT, CBTpyAHHYECTBO c|— CKIIOYEHH CHopa3yMeHuss ¢  y4eOHU
y4eOHU 3aBelleHHUs 3a TMpOBEXKJIaHE Ha YueOHU|3aBelecHUS
CTa)kKOBE. — I'padunu 3a craxxyBane

CraHpaprt 10: PazBurve Ha CRyXmurenure

CneuvanmsupaHata couwnanHa ycnyra 3[1 npunara edekTMBHa cucTeMa 3a YynpasieHuve Ha
CNYXUTENUTE C NoAXOAAM Mepku 3a npodecuoHanHa noAakpena v SIMYHOCTHO pasBuUTME Ha
CNYXUTENUTe Npu yCcnoBUA Ha ydeHe npes Lesing XUBOT.

Kpurepwuia 10.1: [JlocTaBYMKBT Ha couManHaTa ycayra ocurypsiea ycsioBms 3a npodecroHanmHo
pa3BUTUE Ha CNyXUTenuTe.

Nupuxarop H3r0ouHuK Ha uH opManus

90) CayxuTenuTe uMart J0CTHI A0 mporpamu 3al— I[Iporpama 3a BBBEXAAMO W HAATPaKIaIlio
kBamuuUKaus W OOYYUTENHH  KypcOBe,| 0OOyueHUE Ha CIYy)KUTEIUTE

BKIIIOYUTECIIHO U JUCTAHIITMOHHU, ChbOTBCTCTBAIIA
Ha  pa3NHUCaHUTEe MM  3aIbIDKCHUA U
OTTOBOPHOCTH B JUTBKHOCTHUTE UM
XapaKTepUCTUKH.

91) JlocTaBUMKBT OCBITECTBSIBA MAapTHHOPCTBA ¢|— CKIIOYEHW ITOTOBOPH 3a KBATU(UKAITMOHHU
pa3nuuHu  OOYYMTETHU  OpraHU3alUU  HUJIH|KypcoBe
o0y4uTeny. — ABTOOMOTpaduu Ha OOYIUTENN

92) Cnyxutenute B yciayratra ydactBaT B|— I[lporpama 3a BBBeXZAIl0 M HAATPAXKIAIIO
HAYYHO-IIPAKTHUYECKU KypCOBE, OOMSHA Ha ONUT|0OydeHUE HA CIYKUTEIUTE
U/MIH T00pY TTPAKTUKH. — HuBuyanHa olleHKa Ha BCEKU CITYKUTET

— Jlpyru peneBaHTHH TIOKYMEHTHU




93) Hamumyna mnporpaMa 3a BBBEXKIANO H
HaArpaxaamo o0y4eHue Ha CIIyKUTEIIUTE.

— Ilporpama 3a BBBEXIAO W HAATPAKIAIIO
oOydeHHE Ha CIYKUTEIUTE 3a HacTosI@ATa
KaJIeHIapHa rofiHa

— MupuBuayanHa oreHKa Ha M3MBIHEHHETO 3a
BCEKU CITY)KUTEN

— WMupuBuayanHu miaHoBe 3a MpodecuOHATHO

Pa3sBUTUC HA BCCKU CIIYKUTEIT

Kpurepumit 10.2: [JocTaBUYMKBT Ha couManHaTa ycayra oCUrypsiBa BbBexzalum
HaArpaxaaliu/cneunanmsmpanHm obydeHust 3a Clyxutenure.

HNupukarop

HN3TouyHnKk Ha MH( opMAauUs

94) Bcuuky HOBOHA3HAYEHH CIHYKHTEIH ca
HpeMI/IHaJ'II/I BBBCXKIAIIO 06yquHe oT MI/IHI/IMYM
36 akameMUYHH Yaca.

— Ilporpama 3a BBBEXKIAIO W HAATPAKIALIO
0o0y4eHHE Ha CIY)KUTEITUTE

— Crnucpek Ha y4JacTHUIM U OOY4HTEIH OT
MIPOBEJICHHU BBBEXJAIM O0ydeHUs

95) Cayxutenure ca TOpeMHHAIA  IIpe3
nocaeqHuTe 12 Mecema — cnenuald3UpPaHO
oOydeHre OT MUHUMYM 24 akaJeMHYHH Yaca (3a
OCHOBHU CIICIUATTUCTH, OCBIICCTBSIBAIIH
JCWHOCTH 10 PHKOBOJACTBO M IPEAOCTAaBSIHE Ha
COLIMAJTHH YCIIyTH, MPENOPHUUTETHU
CTICIIUATIUCTH M CIIY)KUTENH, MPSIKO aHTAKUPAHH
¢ 00CTy)KBaHETO Ha TOTPEOUTEITUTE).

JlokyMeHTH, yAOCTOBEpsABAIM  YCHELIHO
peMUHaIN 00ydeHus (Hamp. cepTUUKaTH )
— IlonMeHHO WATHO pa3nucaHue

96) Ilpn mpuIOKUMOCT, OOydeHHUATa BKIIOYBAT,
KaTo MUHUMYM, CIIeIU(UIHH 32 IIeJieBaTa rpymna
MIPaBHU BBIIPOCH.

97) Ilpn nmpuIOKUMOCT, 00ydeHHUATa BKIIOYBAT,
KaTo MUHUMYM, CIeIU(UYHH 32 1IeJieBaTa rpymna
YMEHUsT B  3aMecTBalla U JIOI'bJIBAlld
KOMYHUKAIIUSL.

JIoKyMeHTH, yAOCTOBEpsABAM  YCHELIHO
MpeMUHAIN 00ydeHHs (Hamp. cepTUQHKaTH)
— OOy4ynTeTHN MaTepuaIn

98) MHHTepBIOMpPAaHUTE CIYXKUTEIN IO3HABAT
CBOUTE Wu By yaHu IJIAHOBE 3a
npodecuoHaTHO pa3BUTHE.

— MHTEepBIOTa CBC CILYKUTEIIN
— WHpuBuayanHu miaHoBe 3a MpogecuOoHAIHO
pa3sBUTHE HA BCEKU CITYKUTET

99) PBbKOBOIMTENAT Ha yciyraTa € IpeMHHal
npe3 nociuegHuTe 12 Mecenma IOHE €IHO

o0yueHue, CBBP3aHO C YIPABICHCKUTE (PyHKIIHH.

JloKkyMeHTH, yAOCTOBEpsABAM  YCHELIHO
MpeMUHAIN 00ydeHHs (Hamp. cepTUQHKaTH)

Kpurepwmia 10.3: [JocTaBYMKbBT Ha coLMasiHaTa ycJyra oCUrypsiea Ha CnyXutenure
npodecroHanHa nogKkpena 4ype3 HaCTaBHMYECTBO, MPynoBa v MHAMBMAYyanHa CynepBu3ns.

HNupukarop

HN3TouyHnKk Ha MH{( opMAaUs

100) Bcex HOBOIOCTBITHII CITYKUTEN O€3 OMUT B
CHCT€MaTa Ha COLMAIHUTE YCAYrM UMa
Ha3Ha4yYeH HaCTaBHUK, onpeaesieH 3a
nepuon oT 6 Meceua OT paTtata Ha
Ha3Ha4aBaHeE.

— 3amnoBe] 3a ONpeAEsIHE Ha HACTABHUK

— Jlocuera Ha HOBONOCTBIIMIIN CIYKHTEIH Oe3
OIUT B CUCTEMATa Ha COLUAIHY YCIYTH

— JHTEpBIO C pPHKOBOAMTENS HA yCiIyrara

— IIpu npunoXUMOCT, HHTEPBIO C OINpEeAETICHUS
HaCTaBHUK

101) Cnyxutenutre ca TNOpeMHUHATU TPYIoBa
CyHepBU3HS Ha Bceku 3 Mecena (3a

— I'paduk Ha cynepBu3unTe
[Iporokomu/oTueTn

- oT MPOBCACHUTC




nocinenaute 12 mecera). CYIIEpPBU3UOHHHU CECUHU

— ABtoOuorpadum Ha CHEUUATHCTUTE IO
cynepBH3us (HE3aBUCHUMO JaJIM C€ TPEIOCTaBs
MIPSIKO OT JIUIIE, MJIH OT BHHIIHA OPTaHU3aIIH)

— JloroBopu C BBHIHU CHCHUATIACTH W/UIU
JIOCTaBYMITA HA YCIIYTH TI0 CYIIEPBU3HS

102) Cayxurenure ca IIpEMUHAIIN
WHJMBUyaJlHA CYIEpBU3Us — OT BBHIIEH 3a
yciyraTa clielMajaicT — Ha Bceku 4 Mmecena (3a
nocnenaute 12 mecerna).

B. locTaBuYMKbT Ha cneuuvanmMsvpaHaTa coluasiHa ycayra 3acTbNnHMIEeCTBO U
nocpeaHmdecTBo (3M1) e AonbXXEH Aa OCUIypu c/iegHUTe CTaHAapTU 3a e(PeKTUBHOCT Ha
ycnyraTta c ornej Ha nocTurHaTture pesynrtaTu 3a avlaTta, Kouro A1 Nosi3BaT, B OTroBop
Ha noTpebHoCcTUTE UM:

CtaHaaprt 11: YnpaBneHue Ha cayJan

Cnyyante Ha noTpebutenute Ha chneumnanusmpaHaTa couuanHa ycnyra 3I1 ce ynpasnsiBat
edeKTMBHO Cbobpa3HO MAeHTUPUUMPAHMTE MOTPEBHOCTKN, PECYpPCU U XeNaHus, BKIIUUTENHO U
Te3n Ha obwHoCTTa. Ycnyrata rapaHTupa akTMBHOTO yyacTue Ha noTtpebutenurte B npoueca Ha
oueHKa, nnaHupaHe, rNpefoCTaBaAHE U OLUEeHsiBaHe Ha MOCTUrHaTuTe pesyntaTtu.

Kpurepuin 11.1: [lpenoctaBsHeTo Ha coumanHata ycnyra 3l ce wusBbpwBa CbobHpasHO
MHavBmayanHaTa oueHka Ha notpebHocTute (MOM) Ha noTpebutenute, NHanBMAyanHus nnaH 3a
noakpena (MMM) n 3anoxeHute B njaHa LUenm n pesyntaTu.

Nupukarop HN3T0YHNK HA NH( OpMAaIIUsA

103) 3a Bcuuku moTpeOUTENM Ha coluaigHaTa — PerucTbp Ha moTpeduTenuTe

yeayra 3I1 ca wammuaun HOII  cpobpasno — MOII Ha moTpebutenure

3asBEHUTE MPOOJIEMU U 3aTPYIHEHUSL. — JIOKyMeHT, oOIpezaessl] 4ICHOBETE Ha
MYJITHAMCUMIUIMHAPHUS SKUIT

104) 3a BcUUKK MOTPEOUTENTN C MHTEICKTYaIHH — JIOKyMEHT, OmNpeAensi] WICHOBETE Ha
3aTpyAHEHUs MMa HaJu4yHa WHGPOPMALUs 32 MYITHAMCUMIUIMHAPHUS SKUIT
Ch3Ja/ICHU/HAIMYHYU BPB3KU Ha JIOBEpHE. — 1OII Ha notpebutenure

105) 3a Bcuuku mOTpeObHTENH ca HamuuHp — 1IPOTOKOJM OT Mpoueca Ha 00CHKIaHe
nognucanu  MOII — or unenosere na — lloanucanu MOII OT BCHYKH 3aMHTEPECOBAHN

MYATHIUCHHMILUTMHAPHUS €KUNl W morpebutens CTPAHH
(Hanm 18-rogumma  BB3pacT) WU oT
POUTENSA/3aKOHHHUS TIPEICTaBUTEN (32 Je1a).

106) Crpykrypata u cpabpkanuetro Ha HOIl — Cowaspxkarenen mnpernen Ha moHe 50% ot
oTroBapsAT Ha u3uckBaHusTa Ha 3CY, kakto M akruBHUTE NOII

ChIbpka HWHGOpPMALMS OTHOCHO  3asBCHUS

npobieM  WIu MOTPEOHOCT, W3TpaJICHA

JOBEPUTETHUTE BPB3KH HA MOTPEOUTENS], HUBOTO

Ha KOMYHUKAIUS U JIp.

107) UOIl wm MINI ca pazpaborenu wu — [IspBure MOII u UIIII ca paspaboreHU BBB

AKTyaJIM3UPaHU B CPOK. BB3MOKHO Hall-KpaTbK CPOK (criopen
CHEUIHOCTTa Ha Ciiydyasi), HO He MO-KbCHO OT 20
OHUA OT HauvajgHaTa JaTa Ha 3asiBABaHE Ha
JKEJAHUETO Ha JIMLIETO 3a MOJI3BaHE Ha yciyrara
0T U30paHus OT HEro IOCTABYUK
— U na nmotpebutenuTe ca akTyalu3upaHU B
CPOKOBETE, OIpeaeieHu B Wi. 33, an. 3 uiau 4.
34, an. 1 or ITI3CY

108) 3a Bcuuku moOTpeOUTENH ca HaTM4YHU — JIOKyMEeHT, oOmpenensn] WIEHOBETe Ha
noanucanu UIIII — oT wieHoBere Ha MyITHAUCHUIIIMHAPHUS SKUIT
MYITHAMCUMIUIMHAPHUSA €KUI M 1noTpedutens — [IpoTokoau oT mpoieca Ha 00CHKIaHe

(Hanm 18-rogumma  BB3pacT) WU oT — [lognmucanu UIIII oT BCcuuku 3aMHTEPECOBAHU
POIUTENSA/3aKOHHHUS TIPEICTaBUTEN (32 Je1a). CTpaHHu

109) Uenute u nefiHocTuTe BBB BCUYKHM — ChabprkaTeneH nperien Ha aktuBauTe MOII ¢
npernenanu UIIIT otpassBar ycranoBenute B UIIII Ha moTpeburtenute
HOII norpeOHOCTH. — IIpernen na UIIIT



110) Crpykrypara u cobabpxkanuero Ha WIII — UIIII va moTpeburtenute

OTrOBapsAT Ha M3UCKBAaHUATA Ha HOpMaTHBHata — CpaBHUTENEH TMperie]] Ha IMPOU3BOIHO
ypenba v ChabpKaT KOHKPETHH, peanuctuyHu U u3dpanu UII va mone 5 morpedburenu
U3MEPUMH LEIH U Pe3yATaTH. — MHTEepBIOTA CHC CIYKUTENN

111) 3agpmKUTETHOTO y4acTHe Ha MOTpeduTens
B pazpaborBanero nHa UIIII (B choTBeTCTBHE C
BB3pacTTa U CTENEHTa Ha pa3BUTHUE) € OTPa3eHO
B nnpenienanute UIIIL

112) 3a Bcuuku moTpeduTenH ca HaTU4YHU — JloroBopu Ha MOTpEeOUTETUTE

HoroBopu (¢ mpunoxenu cwotBeTHH MWIII), —  Ilpm MPUIIOKUMOCT, 3anoBen 3a
MOANKMCAHU OT JOCTaBYMKAa Ha YycilIyrara M YIIBIHOMOIIABAaHE Ha CIY)KUTENT Jla MOJANKCBA
nOoTpeouTeNs u/unm HETOB 3akoHeH JloroBopu

MpeICTaBUTET.

113) Crpykrypata ©u  CchObpKaHMETO Ha — JloroBopu Ha moTpedUTENNTE
JloroBopuTe OTroBapAT Ha W3MCKBAHMSTA Ha
HOpMaTHBHAaTa ypenoa.

Kpurepuia 11.2: MpekpaTsaBaHe Ha NON3BaAHETO Ha coumanHaTta ycnayra 3 oT noTpebutenute
CTaBa cropej yCc/lloBMATa Ha AOroBopa MM C AOCTaBYMKa Ha couuanHaTa ycnyra.

HNuaukaro HN3Tounuk Ha uHG opMaLIUA
P P!

114) 3a Bcuuku cinydan Ha MnpekparsBaHe Ha|— M3xopsia noia

yciyrara CBOTBETHHTE JNOKyMeHTH|— Jloxmagu 3a OIeHKa Ha IOCTUTHAaTUTE
(axryanusupanu MOIL, UIIIIl ¢ npenopbku wWiM|pe3ynTaTu ¢ IPENOpPbKUA — HA CIy4aeH MPUHIIUI
Jloxnan 3a OLlCHKAa Ha MOCTUTHATUTE PE3YITATH C
HpENnopbKH) ca IMPEIOCTaBEeHW Ha HacouBals
oprad (JICII unu oOumHa).

115) Bcesiko mpekparsBaHe Tmoi3BaHeTo Ha|— JIOKYMEHTH, yIOCTOBEpsBAIlM IpPEKpaTsIBaHE
yciryraTa OT HOTpeOuTelN ce JOKyMEHTHPa. MIOJI3BAHETO Ha ycIyrara oT NoTpeOuTeNn
— Peructbp Ha notpedbutenure

CtraHaaprt 12: fleiiHoCcTH

JelHocTuTe Ha coumanHaTta ycnyra no 3 ocurypsasaTt cneumanvsvpaHa nogakpena B UHTepec Ha
notpebutennTe, KaTo pelleHnsTa U AeACTBUSITa 3@ NOCTUraHe Ha NMoCTaBEHUTE Lenu ce B3eMaT C
JIMYHOTO y4yacTWe Ha BCekM noTpebuten, KaTo ca CcbobpaseHn C TsxXHaTa Bb3PACT, CTeneH Ha
pUCK, BUAa Ha yBpexaaHe U UHAMBMAYaIHUN 0COBEHOCTM.

Kpurepuia 12.1: [locTaBUMKBT Ha coumanHaTta ycnyra 3 npegoctaBs AeAHOCTUTE MO
3aCTbMNHNYECTBO C LieN OBflacTsiBaHe Ha noTpebutenunte 3a ynpaxHsiBaHe Ha TeXHW npasa.
JOoCTaBYMKBLT NpeaocTaBs AEMHOCTUTE MO NOCPeAHNYECTBO B MHTEpPeC Ha 3aMHTepecoBaHOTO
vue 3a peanmsupaHe Ha HeroBuTe npaBa B CbOTBETCTBME C Herosmute notpebHocTw.

HNupuxarop H3T0uHuK HA MH opManus
116) WUIIII Ha Bceku mnotpedbuten — cnopen|— locuera Ha moTpeOuTENNUTE
notpebHoctra —  BKmouBa  chorBeTHUTE|— UIIII HA moTpedbutenute

JEMHOCTH M0 3acThIIHUYECTBO, moaxoau u|— ['padunm 3a pabora c morpeduTenuTe
dopMaTa Ha TmpenocTaBsHE (WHIUBUIyaTHA,
rpyrnoBa, MOOMIHA (opma).

117) UINII na Bceku moOTpeOUTEN — CHOpE.
noTpeOHOCTTa —  BKIIOYBA  CHOTBETHUTE
JNECHHOCTH 10 TIOCPEAHUYECTBO, MOJXOIU U
dopmMaTa Ha TmpenocTaBsHe (MHIUBUIyalTHA,




rpyrnoBa, MoouiHa gopma).

118) [Heiinocture ¢  moTtpedbutenure ce|— IlucMeHM MOKYMEHTH — Harp. MPOTOKOJH,

JIOKYMEHTHUpAT. (dopMyIIsipu 3a pa3BUTHE Ha Cilydasl, KapTu U Jp.
119) Ilepuonmuen mnpernexn Ha nocturHatute|— UIII na morpedurtenute

pEe3yATaTH 3a BCEKU MOTPEOUTEII. — IIporokonu ot npemtenu Ha UIII

120) Beeku ciyxuTen ydacTBa B €KMIHHU cpenM|— JIOKyMEHT, yIOCTOBEpsBall IPOBEXKIAHU

3a OOCHKIaHe Ha paboTara C TOTPEOUTETUTE|ECKUITHU CPEI
(vuHEMYM | BT B Mecella) — B PaMKUTE Ha
yciyraTa u/uid UHTEPAUCIUIIINHAPHY TaKHBa.

Kpurepwuia 12.2: [locTaBYMKBT Ha coumanHaTa ycnayra 3MM ocurypsiea obcbxaaHe v nony4vyaBaHe
Ha npeaBapuTEsIHO MHEHWE OT CBbOTBETHUSA eKCMepT N Bb3MOXHUTE AENCTBUA U TEXHUTE
nocneauuu.

HNuauxatop HN3T0YHUK HA HHPOpMaLHs

121) 3a Bceku notpeduten e ocwiectBeHa none|— UIII na morpedurenute

€IHa KOHCYJITAIUsI ¢ TIOAXOISII CIIEIIMAJINCT. — IlpoTokonu OT cpenm Ha MOTPEOUTETUTE ChC
CHenuaInucT(n)

122) 3a Bcexku notpeduten e HamuyHo pestome|— UIII na morpedurtenute

Ha Ka3yca, KOWTO CJIe[Ba 1a CE PEIH. — Pe3roMe Ha kasyca

123) Ilpu npunoxumoct (B 3aBucumoct ot|— UIIII Ha moTtpeOurenute

Kazyca), 3a norpedurtenute € HanuueH nperien|— CbOTBETHM JIOKYMEHTH/OKa3aTelcTBa 3a
Ha CHIIECTBYBALMTE IIPOLELYPH 32 yIPaKHsIBaHE| M3BBPILEH NIperyel Ha IpoLeaypr

Ha CbOTBETHUTE MPaBa. — MHTEpBIOTA CHC CITYKUTENHN

Kpurepuit 12.3: Mpy Bb3HMKBAHE Ha pPUCK 3a noTpebutens (Hasmuyme Ha ONacHOCT 3a CEPUO3HO
yBpexzaHe Ha 34paBeTo WM HenocpeacTBeHa M 3HaumMa 3aryba Ha UMyLeCcTBOTO) AOCTaBUMKDBT
Ha couunanHaTta ycayra 3l nocpeaHnyun 3a OpraHM3npaHETO M NPUNAraHeTo Ha 3alMTHU MepKU 3a
notpebutenure.

Nupuxarop H3T0ouyHuK Ha nH opManus

124) Tlpm mnpunoxumoct, 3a cwoTBeTHHTe|— MUIIII Ha moTrpeduTenuTe, CHIBPIKAIIO
NOTpeOUTENIN € HATTUIIE OllEHKA/aHaIN3 Ha PUCKA.| TUCMEHa  OlleHKa/aHalu3 Ha  pUCKa U
IUIAHUPAHUTE U TPUJIOKEHH 3alMTHU MEPKHU

125) Hamume e mmaH 3a  JCWCTBHUE, KOWTO
npejyiara B3eMaHe Ha HEOTJIOKHO pelleHue 3a
MpUJlaraHe Ha 3alMTHUTE MEPKH.

CraHpgaprt 13: B3aMMOOTHOLLEHMSA NOoTpeburenn - cayxxurenm

CneunanmsmpaHata couumanHa ycnayra 3[1 cb3gaBa cpeda W YyCnoBUS 3@ uM3rpaxjaHe Ha
OTHOLUEHNS, OCHOBAaHM Ha B3auMMHO JoBepue, NpodecMoHasIHO OTHOLUEeHME W 3auuTaHe, U
Cb3gaBaHe Ha npodecuoHanHu rpaHuum B  obuwyBaHeTto. Cnyxutenute obwyBaT C
notpebutennte cbobpa3HO TsAXHaATa BbB3PACT, 0CO6EHOCTM B KOMYHMKaAUMATA M HMBO Ha
WHTeNeKTyaaHO pa3BuTHe.

Kpurepwmia 13.1: [JocTaBUYMKBbT Ha coumanHaTta ycnyra 31 pa3paboTBa U npunara sCHW npasuna
3a B3aMMOAENCTBME MeXAy CAayxutenute u notpebutennte, B KOUTO JIMYHUTE TpaHULUN U
0C06EeHOCTN Ca yBaXEeHN N 3a4eTeHM.



HNupukarop

M3Tr0ounuK Ha M opManus

126) W HTepBIOMpaHUTE CIYKUTEIU
JaBaT IpUMEpPU 3a B3aUMOJIEHCTBUE
MOMEX/y CH U C IOTPEOUTETUTE.

— HaGmronenue
— VMIHTEepBIOTA CHC CIYKUTEITU
— IlpaBHITHHK 32 BBTPEIIHMS Pl

127) IIpn npHIIOKUMOCT,| — Habmonenue
UHTEPBIOUPAHUTE notpedurtenu|— I[lpu mpUIOKUMOCT, UHTEPBIOTA C
CIIOAETIST npuMepu Ha| moTpeduTenH

B3aHMOJICHCTBHE IMoMEeKAy CUu U CbC
CIIY>)KUTCIIUTC.

— HpaBI/IJIHI/IK 34 BTPCHIHHUA PC

Kpurepuia 13.2: [locTaBUYMKBT Ha coumanHaTta ycnyra 3I pa3pabotBa un npunara MNpoueaypa 3a
AeCTBUe Npu NposiBa Ha HenMpMeMsIMBO NoBeAeHne OT CTpaHa Ha noTpebuten.

HNupukarop

M3Tr0ounuK Ha uH opManus

128) JocraBuMksT uWMa pa3paboTeHa
IIponenypa 3a nelcTBHE NpHU IMPOsIBA
Ha HENpPUEMJIMBO MOBENCHHE OT
CTpaHa Ha MOTPeOUTElI.

129) Mima nmucMeHH J0Ka3aTesiCTBa, 4e
MOTPEOUTENIUTE HA YCIIyraTa U TEXHUTE
6mm3ku ca 3anosHaru ¢ [Ipomenypara.

[Ipouenypa
MposiBa Ha HEMPHUEMIIUBO TOBEIECHUE
OT CTpaHa Ha MOTpeOUTeN

JloxymeHT,
moTpeouTeNnar ¢
IIpaBunHMKa 32 BBTPEIHUS PEXL

— MHTepBIOTA CHC CITYKUTENIH

— Ilpu npuIOKUMOCT, UHTEPBIOTA C
norpeduTenu

3a JedcTBUE IIpHU

yIOCTOBEpsIBAIL, 4e
3alo3HaT ¢

130) WIIII wHa  noTpebutenure
ChIbpKaT HHPOPMALIKS 32 TPOOIEMHO
WIH CHeUU(PUIHO TMOBEACHUE, KOETO
MMa HY)XJa OT CIICI[HAJICH OTTOBOP.

— UIIII na notpeOurtenute

— VIHTepBIOTA CBHC CIYKUTEIH

— Ilpn npUIIOKUMOCT, UHTEPBIOTA C
noTpeduTeNnu

10
B

131) IlpunmokeHUTE  MEpKH
[Ipouenypata ca perucTtpupasHu
JIOCHETO Ha MOTPEONTEISI.

— I[ocneTa Ha HOTpe6I/ITeHI/ITe

CtaHpaprt 14: NpaBa v 3akpwia

CneunanmnsmpaHaTa coumanHa ycnyra 31 cb3gaBa cpefa M yCnoBUS 3a Cna3BaHe Ha npasaTta Ha
I'IOTpE6VITeJ'IVITe, BKJIIOYMUTENHO NPaBOTO HAa 3aKpwsia Ha JIMYHOCTTA. Ycayrata ocurypsiea 3alimta
Ha I'IOTpEGVITeJ'IVITe OT BCAKaKBU (pOpMVI Ha Hacunue, BHOYI'IOTF)EGa n He6pe)KHOCT. JoCcTaBUnKbT
VIHd)OpMVIpa M noaKkpens I'IOTpe6VITeJ'IMTe Aa n3pasdaBaTt MHEHME MO BBMPOCU, KOUTO M KacadaT Uiun

TpeBoOXar.
Kpurepuia 14.1: [JocTaBYMKbT Ha coumanHata ycnyra 31 no3HaBa W cra3Ba npaBaTa Ha
notpebutenure.

HNupuxarop H3Tr0ouHuK HA uH opManus

132) Benuku CITYKUTEIN no3HaBat|— IIporpama 3a BBBEXJAO W HAArpaXAalId

Konpennusra va OOH 3a mpaBata Ha aereTo
u/umn Konsenuusta Ha OOH 3a mpaBata Ha
X0parta ¢ yBpexXIaHUS U JIp.

oOyueHus
— MHTEpBIOTa CBC CILYKUTEIIN

133) JIocTaBUMKBT € B ChCTOSHUE J1a MPEACTaBU

— MHdopmaninonHu Matepuanu




JIOKa3aTeliCTBa 3a 3aydMTaHEe Ha IMPaBOTO Ha
MHEHHE, H300p, 3a4yUTaHEe Ha JIMYHOCTTAa Ha
NOTpeOUTENNTE TP MPEIOCTaBsIHE Ha yCIyrara.

— MHTEepBIOTA CHC CITY)KUTENH
I[Ipu  mpunoxumocr,
noTpeouTenu

— MHTepBIO ¢ PHKOBOAMTEINS HA ycayrara

MHTEPBIOTA

Kpurepwit 14.2: [locTaBYMKbBT Ha coumanHaTa ycnayra 3l rapaHTupa B MakCUManHa CTeneH
3aynTaHe IMYHOTO AOCTOMHCTBO Ha NoTpebutenuTe 1 3awmTa oT 3710ynoTpeba n Hacunue.

HNuguxarop

H3Tr0ouHuK HA MH} opMans

134) VHTepBOMpaHuTe NOTpeOUTENN
nosHasar llpouenypara 3a monmaBaHe
Ha KaJIou.

— IIpouenypa 3a mojaBaHe Ha *ajow,
MpeAcTaBeHa 1O  JOCTBIIEH 32
MOTPEOUTENIUTE HAUUH

— Ilpn mpuOXKUMOCT, UHTEPBIOTA C
noTpeduTeNnu

135) Bcuuku mogazieHu B MOCIETHUTE
12 mecena >xanbu ca HaHECEHU B
Peructsp 3a xandure.

— Peructsp 3a xandute

136) Bcuuku mogazieHn B MOCIETHUTE
12 meceria xandu ca pa3miielaHd U ca
npemioxkeHu pemeHus or Komucusra
IO JKaJIouTe.

3anoBe Ha pPBKOBOAMUTENS Ha
yciyrarta 3a cb3aBane Ha Komucus

— Jlocue 3a Bcsika xanba (omucaHue
Ha jkanbara, MPOTOKOJIU U pELICHUS

OT 3aCCaHuA Ha KOMI/ICI/IﬂTa)

— JHoxnan ©Ha Kowmucusra [0
PBKOBOAMTENS HA ycayraTa
— OTroBop 10 xanbonoaaresns

137) WnrtepBroupanute ciayxurenu|— llpomenypa 3a curHamu

no3HaBat [Iporeaypara 3a CHTHAIUd U
JOKITaJIBaHE HA CIIydad Ha HaCHJIUE.

JIOKJIa/IBaHe Ha CIydau Ha Hacujue
— Peructep Ha cuUrHanuTe U TIXHOTO
pa3BuUTHE

— MHTEpBIOTA CHC CITYKUTETH

138) HuTepBloupaHuTe MOTPeOUTENN
ca 3aII03HAaTH € MPABOTO CU Ha 3alUTa
OT BCSKAakBM (OPMHM Ha HaCHIIME U

— Ilpyn npuII0OKMMOCT, UHTEPBIOTA C
oTpeduTeNN

3moynotrpeoa.
139) Cnyxutenure  npeMuHaBar|— YaA0CTOBEpeHUE OT 0OydeHHE
BEIHBK TOAUIIHO oOydeHue 3a|— MHTepBIOTA CHC CIIYKUTEIHUTE

Wudopmanus, mnoanucaHa oT

PBKOBOAUTENS HA ycayraTa

3aKpuJia OT HaCUJInC.

140) Ha Buano msicto € mocraBeHa|— HabmromeHnue Ha cpenaTta
undopmarusa 3a HTJIJ 116 111 u

criemHa tenedonHa muaus 112,

Kpurepwmit 14.3: [locTaBYUKbBT Ha coumanHaTa ycnyra 3l cb3gaBa yC/0BUSA 3@ U3CNYLUBAHE
MHEHWETO Ha noTpebuTenuTe B NpoLleca Ha NMpeaoCTaBsHE Ha ycyraTa, KaTo rapaHTupa, 4e
M3pa3eHUTe MHEHUS Ha NOTpebuTenntTe HaAMa Aa AoBeAaT A0 HEraTMBHM NOC/EACTBUS 3a THX.
JocTaBuYMKbT NOAKPENS y4aCTUETO Ha NOTpebuTennte BbB B3EMAHETO Ha PELUEHUS MO BaXXHW 3a
TAX BbMPOCMK.

HNupuxarop M3Tr0oyHuK Ha MH opManus




141) Muenuneto Ha notpedutenure ce|— MOII Ha moTpebutenute

U3CIIYIIBA U 3a4UTA. — UIIII na notpeOutenute

142) Ha moTpebuTenute  cbe|” IIpr mpUIOKUMOCT, UHTEPBIOTA C

3aTpyIHEHa KOMYHHKALIUS ca| lOTPEOUTENH

OCHTYpEHH BB3MOKHOCTH ma|~ TIpoToxom:  or  ygactie Ha
noTpeduTeNnTe B EKUITHU

nu3pasaBaT MHEHHUETO CHU H Ja C€

3aIO3HAAT C B3ETUTE PEIICHHUS. OGCT:)KI[aHI/ISI IO BAXHU BBIIPOCHU Ha

YKUBOTA B yCJIyrata, KakTo U OT JUYHU
Cpelld C OTrOBOPHUS 32  HErO
CIICI[MAJIICT

— M3non3Banu MaTepuanu/moaxoau

143) Ha motpebutenute, MOCTaBEHU
MoJA  3alpeuieHue, ca  OCUTYpeHU
BB3MOXKHOCTH Jla U3pa3siBaT MHEHUE
M0 BCHUYKH BBIPOCH, CBBP3aHHU C
MOJI3BAHETO Ha yCIyrara.

Kpurepuit 14.4: [locTaBUYMKDBT Ha coumanHaTta ycayra 3 TbpCcu aKTUBHO MHEHMETO Ha
noTpebutennte UM TeXHUTE 3aKOHHWN NpeaCcTaBUTENN MPU OLEHKA Ha U3Mb/IHEHMETO Ha
[MporpamMaTa 3a pa3BuUTME Ha Ka4yecTBOTO.

HNupuxarop M3Tr0oyHuK Ha MH opManus

144) Pazpaborenu dopmu/marepuanu|— dopmu/MaTepranu 3a ThpceHE Ha
32 TBPCEHE HA MHEHHETO Ha|MHEHHETO Ha MOTpeduTeNn
noTpeduTeNnuTe. — Ilporpama 3a pa3BuTHE Ha
KauyecTBOTO

145) Hammuyao  mnpoyuBane  Ha|— Ilpu nmpuiIoKUMOCT, UHTEPBIOTA C
YIOBJIETBOPEHOCTTA Ha| moTpebuTenu

norpebutenure OT mnpenoctaBeHaral— [lpu npuIoKUMOCT, BHIIPOCHUIITUTE
MOJKpena Mpu NpUKIOYBaHe HAa BCeKM|ca  aganThpaHu  3a  JULOA  C

cilydqail ¢ moTpeOuTed. OTpaHUYEHUS B 3pEHUETO, CIyXa WIIU
roBOpa W Ha JHUIA C WHTEIEKTyaTHU
3aTPyAHEHUS
— OOoOmena wuHpopmauus  OT
IPOy4YBAHUATA
146) IIporpamata 3a pa3BuTHe Ha|— ChabpkareleH  Iperies  Ha
KauecTBOTO U [oanwHMAT otdeT|llporpamara 3a  pa3BuTHe  Ha
KbM AKCY OTpa3s1BaT| KauecTBOTO
NMOCTUTHATUTE pe3yntatn oT| - C'bﬂ,'bp)KaTeﬂeH npernea Ha
npoy4yBaHeTo Ha|obobweHaTa wWHOpMauns oOT
yOOBNETBOPEHOCTTA. Npoy4YBaHETO

- FognweH otyeT ¢ 0b6obLeHa
nHpopMmauusa (kbMm 31 MapT 3a
AKCY)

CrtaHpapr 15: BsaumogeicTBuMe n nogkpena 3a poautenute/6nmskure Ha notpeburenute

CneunanmsampaHaTta coumanHa ycnayra 3l HacbpyaBa M noaKkpens B3auMMOAEWNCTBMETO C
poauTenuTe/3akoHHUTE NpeacTaBuTenn Ha notpebutenute. Pogutenute u 6AM3KUTE Npu U3SIBEHO
OT TSAXHa CTpaHa XXenaHve nonaseaT noakpena oT ychayrara.

Kpurepwuia 15.1: [JocTaBUYMKBLT Ha coumanHaTta ycnyra 3 npunara dopManHun u HedopMasiHu
noaxoAn 3a BK/KOYBAHE Ha poauTenuTe/3akoHHUTE npeacTaBuTenn B NpeAoCTaBsHETO Ha
ycnayrata npuv SCHM npaBuna 3a B3aMMOAENCTBME W CroAefisHE Ha MHeHMe MO OTHOLWEeHMe Ha



noakpenara.

HNuaukarop M3Tr0ounuK Ha M opManus

147) Nadopmarnusra 3a ycnyrara (Bux|— HaGmonenue

Kputepuit 7.2) ceappka onucanue Ha|— HWudopmanus 3a ycmyrata (BHXK
MOAXOANTE U AeHocTUTE 3a nojkpenal Kpurepuit 7.2)

Ha poauTenuTe/3akoHHUTE|— VIHTEPBIOTA CHC CITYKUTEIN
IPEICTaBUTEIN Ha OTPEOUTENIHTE.

148) [Ipn U3SIBEHO ot|— UIIIT Ha notpeOuTenure
POAUTENNTE/3aKOHHUTE — MHTepBIoTa ChC CIYKHUTENN
IpEACTaBUTENN KenaHue 3a noakpenal|— IIpn BB3MOXKHOCT, MHTEpBIOTa C
UIIIT Ha Bceku MOTPEOMTEN CHIBPXKA|pPOAUTENNTE/3aKOHHUTE

NONXOMUTe W JIGHHOCTUTE  3a|mpeacTaBHTENH

HOJIKpeTa.

149) W urepBroupaHuTe CIyXuTenu|— MHTepBIOTa ChC CITYKUTENH

JaBaT IpUMepu 3a opraHuzauus Ha|— IIpm BB3MOXKHOCT, HMHTEPBIOTA C
HedopMaHaTa  KOMYHUKaIus c| poauTenuTe/3aKOHHUTE
POIMTETNTE/3aKOHHUTE MpEICTaBUTEIN

NpPEACTABUTENN U oOMeH Ha
uHdopMamus ¢ TAX.

CneuwnanmnsampaHaTta coumanHa ycnyra 3I1 3a geua/nuua Moxe ga ce npegocTass
1
CaMOCTOSITEJIHO M/TM KOMIVIEKCHO CbC CliefHUTe couuanHu ycnyru:

- WHdOpMUpAHE W KOHCYATUpaHe - KaTo chneuuanusvMpaHa couuanHa ycnyra (npu 30 3a
noakpena Ha Aela U TEXHUTE CEMENCTBA);

— MobunHa npeBaHTUBHa 06WHOCTHa paboTa;

- Tepanus u pexabunutauus;

- obyyeHue 3a NpuaobmBaHe Ha YMEHUS - KaTo creumanuavpaHa coumanHa ycnyra (npu 301 3a
noakpena Ha Aela W TEXHUTE CEMENCTBA) M KaTO crneumanusvpaHa couunanHa ycayra;

- noAakpena 3a npuaobuBaHe Ha TPyAoOBM yMeHus (3a Mnagexu Haa 16-roavilHa Bb3pacT U
Mb/HONETHM NMuA);

— NHEBHa rpuxa;

- pe3naeHTHa rpmxa;

- ocurypsiBaHe Ha noAC/IOH;

- acCUCTEeHTCKa noakpena.

JocTaBUMKBT Ha coumanHata ycnyra 31 Moxe aa npuBnunda/BkAOYBa B AEWNHOCTTA Ha ycnyraTa
Ao6poBoNiLM CbMNacHoO pa3paboTeHa OT AOCTaBuMKa nporpaMa. BkAYBaHETO Ha CTaXaHTu e
cnef CKOYBAHE Ha CropasyMeHUs Mexay J[OCTaBuYMKa WU CbOTBETHUTE BUCLIKM  y4debHu
3aBefeHus.

' Mpn KOMNAEKCHO NpeaocTaBsHE Ha COLMaaHN YCAyrn AOCTaBUMKDBT MO CBOS NpeLeHKa MoxXe Aa
pa3paboTea 06N UNM OTAENHW Nporpamu, nNnpaswnia, perucTpu u Apyrn JOKYMeHTH 3a
pa3iM4yHUTE BMAOBE couuanHn ycayru. Mpu npunaraHe Ha noaxoaa 3a obWm AOKYMEHTHU 3a
BCMYKM NpeaoCTaBsAHM KOMIMIEKCHO YCNyru cneasa Aa MMa siCHa u gobpe CTpyKTypupaHa
MHopMaLms 3a BCMYKN BUAOBE COLMANHN YCNYTrK, KOUTO AOCTAaBYMKBLT NpeaocTaBs, KaKTo U 3a
BCMYKM BNOOBE COLMAJHWN YCYTN, KOUTO BCAKO OT SiMLaTa Noa3Ba KOMMIEKCHO OT eauH
[OCTaBUMK.

MpwnoxkeHune 4

KbM un. 6

CTaHpapTv 1 KpUMTEpMM 3a Ka4eCcTBO Ha oboaocTbNHa couMasnHa yciyra

Mo6wiHa npeBaHTMBHaA 06LWHOCTHA pa6oTa (o6wHOCcTHa pa6oTa)

A. [octaBuMKbT Ha obuwopaocTbnHaTa couuvanHa ycnyra Mo6bwiHa npeBaHTMBHA



ob6wHocTHa pa6oTta (MIMNOP) e anbikeH Aa OCUIrypu ciegHUTEe CTaHAapTy 3a opraHMsauus

M yrnpasJieHve Ha couuasiHaTa ycnyra:
CraHpaprt 1: YnpasseHue

CucteMaTa 3a ynpas/ieHMe Ha obuoaoCcTbNHaTa coumnanHa ycnyra MIMOP ce npunara edhekTuUBHO
M LSNOCTHO, KaTo HacbpyaBa Ky/nTypaTa Ha KayecTBOTO. YC/yraTa Cce aHraxwumpa C pasBuBaHe U

npunaraHe Ha Ao6pu NpaKkTUKMU.

Kpurepumia 1.1: [locTaBUYMKBT Ha colManHaTta ycfyra npunara CUCTeEMa 3a ynpaBieHue Ha
CNyXuUTenute, pecypcute n kayectsoto. OpraHmsaumaTta Ha paboTtata Ha MIMOP e pa3nucaHa B

O6LunTe yCroBMUS Ha coumnanHaTa ycnyra.

Nupukarop

H3r0ouyHuK Ha uH opManus

1) Pa3nucana cuctrema 3a yhpaBlICHHE Ha
Ka4CCTBOTO, B T.4Y. Ha CAYXUTENIUTE WU
pecypcuTe.

— JlocTaBUMKBT MpEeACTaBs JOKa3aTeICTBA 3a
HaJIMYME Ha CUCTEMA 3a YIIPaBJICHUE

— [lucMeHn MONMUTUKK W TPOLEIYypPH, MPaBUIIA,
MIPaBUJIHULA

— HMudopmanus, nmoanucana OT PBKOBOJUTEIS
Ha yciyrarta

2) O6o6mena wHpopmalus (CrpaBKa) OTHOCHO
pe3ynrtata 3a MOTPEOUTENHUTE 32 aKTUBHUTE U
NPHUKITIOYCHH CITydaH.

— IMonwnaena dopma ¢ 06o0IIEHa HHGOPMAITUS
(mepuox  oT  Bpeme, Opoil  oOxBaHATH
norpebutenu, npobiremu  (paspemieHH U
HepaspelieHu ), 001M TeHACHIIUU U Ip.)

— JIokyMeHTH OT paboTaTa ¢ MOTPEOUTEIHUTE

3) Ilporpamara 3a pa3BUTHE Ha KadyeCTBOTO W

roanwHmaTt otyeT kbM AKCY oTpassaBar
NnOCTUrHaTUTE pe3ynTaTu.

— CoabpxarenieHn npersien Ha [Iporpamara 3a
pa3BHTHE HAa KAYECTBOTO

- CbavpxxaTteneH npernea Ha
ob6obleHaTa nHdpopmMmauums
- ToavweH ot4eT Cc o06o06uweHa

nHpopMmaumnsa (kbMm 31 Mmapt 3a AKCY)

4) Bcuuku CIyXUTEIM ca 3alo3HaTH  CbC
CBABP)KAHUETO Ha 0000IeHaTa WHpOpMaIHs 3a
MOCTUTHATUTE pE3yATaTH ©  B3eMaT  MOJ
BHUMAaHUE BCUYKH OOCTOSITEIICTBA OT 3HAUECHHE
3a MoJI00psIBaHE Ha eXKeTHEeBHATa UM paboTa.

— MHTEpBIOTA CHC CITYKUTEIIN

5) PazpaGorenu u yrBbpaeHu O0um yciaoBus Ha
ycIIyrara.

— O06um ycnoBus Ha yciayrata MITOP

Kpurepuia 1.2: YnpaB/eHMETO Ha couManHaTa ycayra € sICHO CTPYKTYpMpaHo, KaTo
ynpaBAsBalloTo ycsyrata Jvue e Ha3HadyeHo OT AOCTaB4yMKa Ha ycyraTta 3a OCblecTBsABaHe Ha

PBLKOBOACTBO M € paboToaaTten Ha CIy>XUTENUTe,

npeaocTaBsLM ycnyraTa.

HNupukarop

H3T0unuK HA uH opManus

6) JleliHocTTa Ha ycimyrata ce yOpasisBa OT
Ha3HA4YCH OT JOCTaBYMKa PHKOBOJUTCII.

— JloroBop 3a Ha3HauaBaHe (Bb3laraHe) Ha
JUIETO, YIPaBJIsBAaIlO COLMAIHATA yCIIyra

— IIpu npun0KUMOCT, BaTUJHO I'BJIHOMOLIHO Ha
PBKOBOAMTENS HA ycayraTa

7) Onpenenenu ca OTTOBOPHOCTUTE, HUBAaTa Ha
B3eMaHe Ha pemeHus (MOTYMHEHOCT) W
3aILIDKEHUSITA HA CITY)KUTETTUTE.

JITb)KHOCTHH XapaKTepUCTUKU
CIYXKUTENUTE (BKI. OpraHUTpaMa)

Ha




Kpurepwmia 1.3: [locTaBUMKDBT Ha coumanHaTa ycnyra npunara Metoam 3a paborta, cbobpaseHu c
npoyyeHn gobpu npakTnkuy 3a pabota ¢ o6WHOCTTA, BKAKYUTENHO C Aeua/nmua C yBpexaaHus.

Nupukarop HN3T0YHNK HA NH( OpMaIUs

8) Ilpu BB3MOXKHOCT, ycTaHOBsiBaHe|— WHTepBIO ¢ pBKOBOAUTENS Ha
Ha MeToau 3a paboTa B yciyrara,|yciyrata

cpoOpaseHn ¢ TmpoydeHu Ao0pu|— HMadopmamus, mnoamwcaHa  OT
MPAKTUKH U TTOIXO]TH. PBKOBOAMTENS HA yCIayraTa

9) Ilpu BB3MOXKHOCT, PHKOBOJIUTEIST
Ha Yyciyrata IIOCOYBa IIOHE €JHa
nobpa MpaKTHKa/MHOBAIHUA,
MPUJIOKEHA B yCIIyrara.

CtaHaaprt 2: OpraHM3auma Ha geiHocTure

ObuwoaocTbMNHaTa coumanHa ycnyra MIMOP ce npeaoctaBs MOBMMHO B 0B6LLHOCTTa Ype3 CUCTEMHA
TepeHHa paboTa, kaTo MobunM3vMpa pecypcuTe Ha O6LWHOCTTa 3a MpPEeBEHUMUS W 3aluuTa Ha
YS3BUMKU NULA U TPYNN.

Kpurepuia 2.1: [JOCTaBUMKBT Ha couManHata ycjayra opraHusupa M npegocTtaBs AEWHOCTUTE B
O6LIHOCTTa 3@ CpPOK He no-AbfMbl OT 4 Meceua - B rpyna UM uvHAMBWAYANHO, crea
naeHTUdUUMpaHe Ha NOTPeBbHOCTUTE Ha YA3BMMM NvUa M rpynu B O6LWHOCTTA, MJaHWpaHe Ha
KOHKPETHUTE AEeMHOCTU U CTUMYSIMPAHE HA OBLHOCTHOTO pa3BUTUE.

HNupuxarop M3Tr0oyHuK Ha MH opManus

10) JloctaBuukbT € uaeHTUUIUpa|— JloxkymeHTH, ONMCBalM
NOTPeOHOCTUTE Ha YSA3BMMH JIMIIA M|YCTAaHOBEHUTE IPOOJIEMH,  MecTa,
rpynu B obumoctra (Hamp. upes|auua, rpynu

Kaprorpadupase, omnucaHue, aHanus|— VMHTepBIOTa CbC CIyKUTEIN

Ha CUTyalusTa u ap.).

11) HocraBunksT mpoBexaa padota Ha|— ['padunu Ha neinocTuTe
TEpeH C OTAenHu mnorpedutenu,|— [IpoTokonn oT mpoBeneHa TepeHHa
ceMeicTBa U TPYIIH. paboTta

12) HoctaBuukbT opranusupa u|— [IpoTokoiau OT mpoBepeHa IpymnoBa
npoBexXJaa  IpymoBa  pabora  c|pabota

norpeduTenu ChC cxonHu|— [lpy MPHIIOKUMOCT: CIHCHIM Ha
HOTp€6HOCTI/I, npu MU3ABCHO KCJIIAHUC| yHJaCTHHULUTC

OT TAXHA CTPaHa.

13) JlocraBunmkeT opraHusupa u|—  IIporokomm  or  mpoBedeHa
NpoBeX/Ja WHAWBHUAyalTHa paboTa c|uHauBuIyanHa paboTa
NOTPEeOUTENN, MIPU U3SIBEHO KellaHWe
OT TSIXHA CTpaHa.

14) Heitnoctute ce mpenocraBsaT Ha|—  Ilpotokonmu ~ or  mpoBeaeHa
TEepEeH, B JOMa Ha MOTPEOUTENHNTE, HA| UHAUBUTyaTHA/TPYITIOBA TepEeHHAa
TEPUTOPHUATA Ha OOILECTBEHH YCIyru|paboTa

W/WIT MHCTUTYIIMH ¥ HA OTKPHTO.




Kpurepwmia 2.2: [locTaBUMKDBT Ha coumanHaTa ycnyra opraHusmpa aenmHoctute Ha MIOP B
o6LWHOCTTa M Yype3 KaMnaHum.

Nupukarop HN3T0YHNK HA NH( OpMaIUs

15) J[ocraBumkbT € omnpeaenui|— HaGmonenue u onucanue
KOHKpPETHA TeMa 3a BCsKa KamnaHWs|— MHTepBIOTaA ChC CIYKUTEIH

CcbhoOpazHO YCTaHOBEHUTE|— JlokymeHTH, O CBALM
noTpeOHOCTH Ha OOLHOCTTA. YCTaHOBEHUTE  MpoOJieMH,  MecTa,
JU1a, TPYNu

— Ilpm nOpUIOKUMOCT, 3aiBKM Ha
NOTPEOUTENIN/UHCTUTYIIUH U JIP.

16) JocraBumkbT pazpaborBa u|-— [lnan 3a kammaHuunTe
U3MBIHSABA IUIaH 3a MpoBeXJIaHe Ha|— Marepuanu OT KaMmmaHuu (BKI.
BCSIKA KAMITaHUSL. €JIEKTPOHHH )

CtaHpapTt 3: be30nacHOCT U CUrypHOCT

ObwopocTbnHaTa coumanHa ycnyra MIMOP ocurypsBa curypHa wu 6e3onacHa cpeda 3a
cnyxutenute Ha 6asa Ha ngeHTnduumpaHiTe puckoBe npu paboTta Ha TepeH.

Kpurepuia 3.1: [JoCcTaBYMKBLT Ha couManHaTa ychnyra ocurypsisBa B MaKCMMasHO Bb3MOXHa
cTeneH 6e30MacHOCT 3a cayxutenute npu pabota Ha OTKPUTO, MPW HAcTbNBaHE Ha NPUPOAHO
bencTeue, arpecuvs u ap.

HNupukarop HN3TounHNK HA uH( OpManHs

17) UsBbpmenara OueHka Ha pucka|— OneHka Ha pucka
BKJIIOYBA MOTEHIUAJHU PHUCKOBE 10
OTHOIIGHHE Ha 0e30macHOCTTa Ha
cperara U B3aHUMOJACHCTBUETO MEKIY
MOTPEOUTENN U CITY>KUTEIH.

18) IlpaBuna 3a moBeneHue Ha|— OleHKa Ha pHCKa

CIyKHTEJIUTE Ha TepeH ¢ nen|— IlpaBuma 3a HamansiBaHe Ha
HaMaJsiBaHE Ha WACHTUQUUHpaHUTE|uIeHTUDUITUPAHUTE PUCKOBE
PHUCKOBE.

19) NurtepBioupanute ciayxutean ca|— MHTEpBIOTa ChC CIYyKUTEIU
3all03HAaTH CbC CBOUTE 3aJBIDKEHUS
CIope yITBbpPJACHUTE MpaBuUa.

Kpurepuit 3.2: [JocTaBUYMKbLT Ha colManHata ycnyra npunara MporpaMa 3a npeBeHuUus 1 niaH 3a
AelCTBUe Npu Bb3HUKBAHE Ha ennaeMuyHa cutyauus. JoCcTaBUMKDLT OCUIypsiBa ANYHU npeanasHu
cpeAacTBa 3a CNyXuTenuTte Ha ycayraTta.

Nupuxarop H3T0ouHuK Ha MH} opManus

20) Pazpaborena IIporpama  3a|— Ilporpama 3a mpeBeHIMS U IUIaH 3a
MPEBEHIINS W TUIaH 3a JIEHCTBUE MpHU|aeiicTBUE TNpU  BB3HHUKBAHE Ha
BB3HUKBAHC Ha CIIMACMUYHA| COUJIEMHUYHA CUTYyall U

CHUTYAIIHSL.




21) Benuku crmyxuTenu ca 3amno3Hatu|— JlokyMeHT, ymocToBepsiBall, 4e Ha

¢  pasnuca”ara  llporpama  3a|cayxurtenure e IpeoCTaBeHa
NpEeBEHLNS U TUIaH 3a JIeHCTBUE MpH|ImporpaMara

BB3HHUKBAHE Ha enuaeMuyHal— JlOKyMeHT, yIOCTOBepsBall, 4e ce
CUTYyaIusl. MPOBEXK/1a TIEPUOINYCH HHCTPYKTAX

— I/IHTepBIOTa CbC CIIY)XKHUTCIIN

22) Beuuku crnyxuTend uMaTr nuyHu|-— HaOmroneHue Ha moMelieHusITa

NpeArna3sHu  CpeiacTBa —  Mackw,|— MHTepBrOTa ChC CIYKUTENH
€IHOKPAaTHHU IPECTUIIKH, PBKaBULU U
Jp.

Kpurepuit 3.3: [JocTaBUYMKBLT Ha coLManHaTa ycnyra rapaHTupa 3akpunata Ha notpeéutenure
Npu HacTbNBaHE Ha MHUMAEHT, 3acTpallaBall XMBOTa U 34paBeTo Ha noTpeburen.

Nuauxarop H3T0ouHuK Ha uH} opMans

23) VYrBppaena llpomemypa 3a
JNEHCTBUE TpPHU HWHIUIACHT/CMBPT Ha
MOTPEOUTEII.

[Ipoienypa 3a geiicTBue
UHIIUJCHT/CMBPT Ha TOTPEOUTET

npu

24) Bcuuku CIy)KUTENH ca 3armo3HaTh
CbC CBOHUTE 3aIbJDKEHUS CBITIACHO
[Tpouenypara.

— VIHTepBIOTA CBHC CITYKUTEIH
[IpoTokon(n) 3a mpeanpueTH
JEHCTBUS U Pe3yATaTUTE OT TSIX

Hudopmanms, mnoxamucana
PBKOBOJIUTENS Ha yCIIyrara
[Ipotokon(un)  or
HHCTPYKTaX/00ydeHue

25) IlpoBeneH HMHCTPYKTaK/OO0ydeHHE
Ha CIIY)KUTEIIUTE 32 OKa3BaHE Ha ITbPBa
MOMOIIl  TIOHE BEJTHBK npes
nociennute 12 mecena.

oT

MPOBEJICH

CtaHpaprt 4: NoBepuUTesIHOCT U CUrypHOCT Ha uHopMaumaTa

ObwopoctbnHaTa couuanHa ycnyra MIMOP rapaHTMpa B MakcuMasnHa CTeneH 3awuta Ha
NOBEPUTENHOCTTA, CUFYPHOCTTA Ha JIMYHUTE AaHHWU N MHbOpMaLmaTa 3a notTpebutenurte.
Kpurepuit 4.1: [JocTaBUMKBLT Ha couMmanHaTa ycnyra pa3paboTBa W npwunara MOAUTUKU U
npoueaypu 3a CUrypHOCTTa U NMOBEPUTENTHOCTTA Ha JIMYHUTE AaHHKW 3a noTpeburenute.

Nupuxarop H3T0ouHuK Ha MH} opManus

26) Beuuku ciykuTenu ca 3amo3HaTd
C TOJHWTUKATA U MPOUEIYypUTE 3a
3alMTa Ha JMYHUTE JaHHU H ca
HasjACHO C OTIOBOPHOCTHUTE CH 3a
MOJTbP’KaHE Ha MOBEPUTEIHOCTTAa Ha
nHpOpMaIUATa 32 TOTPEOUTETUTE U
TEXHHUTE CEMEUCTBA.

— IlucMeHa NoONMTHKA W MPOLENYPH
OTHOCHO 3allTATa HA JIUYHUTE TaHHU
U HH(popMaIuATa 3a MOTpeOUuTENNTE U
cemencraara

— MHTepBIOTA CHC CITYKUTENH
Nudopmanus, mnoamnucaHa
PBKOBOJHUTEIISA HA yCIyrara

oT

Kpurepwmit 4.2: [locTaBUMKDBT Ha coumanHaTa ycnyra apxmBmpa u CbXpaHsiBa AOKYMeHTauusTa C

JIMYHW OAAHHU Ha NOTpebuTennTe CbrNacHo BbTpelwHu npasuna.




HNuaukarop M3Tr0ounuK Ha M opManus

27) Beuuku nokymentu ce apxuBupar|— [IpaBuina 3a apxuBupane
n cbxpaHsBaT 1o [IpaBmia 3a
apxvBUpaHe Ha HH(HOpMAIHITA.

28) JlokymMeHTalusTa C JUYHU AaHHU
Ha TOTPEOUTENNTE CE CHhXpaHsBa 3a
CPOK OT MUHUMYM 3 TOAMHHU.

CraHpaprt 5: Pa6ora c o6wHOCTTaA

PaboTtaTta c O6WHOCTTa M CUCTEMHATA KOMyHMKauus Ha oblwofocTbnHaTa coumanHa ychayra
MIMOP ¢ napTHbOPU, ApYrX AOCTaBYMUM, AbpPXaBHU U 0BWMHCKN cnyx6bn, 6usHec, Meann n gpyru
AOMpuHacAT 3a COUMaNHOTO BK/AOYBaAHe Ha noTpebutenute B 06WECTBOTO M CTUMynMpaTt
06LLHOCTHOTO pa3BuTHeE.

Kpurepuia 5.1: [JocTaBuUMKbLT MpeaocTaBs couuanHaTta ycnyra MIMOP BbB B3aMMOAENCTBUE C
ApYrn AOoCTaByYuUKM Ha couunanHu, obpasoBaTenHu, 34paBHU, KYNTYPHU U APYTKN YCNYTN, KakTo U C
pasIMyHU MHCTUTYLUU U OpraHu3aLmu.

HNupuxarop H3T0uyHuK HA MH} opManus

29) VYcayrute 3a mnotpebutenute ce|— IIpoTokoian oT mpoBeleHU Cpel 3a
peanus3upar KOOPIMHHUPAHO C JPYrd|KOOpIWHAIKS HA ICHHOCTUTE
JOCTaBUMLM Ha couuanHu yciuyru,|— Ilpernen ma OOumrte ycnoBus Ha
OpraHH3allui U UHCTUTYIIUH. yciayrata

Kpurepumin 5.2: [locTaBYMKbBT Ha couManHaTta ycnyra uMma paspaboTeHa W HannyHa MHbopMauus
3a UenuTe Ha BbHLUHA M BbTPELUHa KOMYHMKaLMs.

HNupuxarop H3T0ouyHuK HA MH opManus

30) Uudopmanmonnure wmarepuanu,|—  WHdopmaunoHHu  marepuanu,
npeJHa3HauYeHu 3a OOLHOCTTa, Ca|HaJIW4yHU B yciyrara

aKTyaJIHU U ChIbpKAT caMo 0000mmeHa|— Marepuany, noaxo aiy 3a JiMna c
uH@opMmalus 3a ycayraTta. OrpaHUYEHUs B 3PEHUETO, CIyXa WIH
roBOopa W 3a JMIla C WHTEIEKTyaJHU
3aTPyAHEHUS

31) UadopManimoHHUTE MaTepraId 3a
MOTPEOUTENUTe Cca B  ITOJIXOJISII]
dopmar, cwroOpaszeH C BB3pacTTa,
KOMYHUKAaTUBHUTE CIHOCOOHOCTH U
CTCTICHTA Ha PA3BUTHETO UM.

*

CtaHpapTt 6: ®uMHaHCOB pecypc

[o6po dhmHaHCOBO ynpasieHMe Ha obuonocTbiHaTa coumanHa ycnyra MIoOP.

(*) To3m cTaHgapT He ce rnpoBepsiBa, Korato coumnasiHata yciyra u3usao ce (uHaHcupa u
yrpassisiBa OT 4aCcTeH AOCTaBYUK.

Kpurepuit 6.1: [locTaBUYMKbLT NiaHMpa M pa3xoaBa (pMHaHCOBUTE CpeAcTBa 3a NpeAocTaBsiHE Ha
coumnanHaTa ycnyra MIOP 3akoHocbobpasHo, eheKTUBHO, OTHETHO U OTFOBOPHO.



HNuaukarop M3Tr0ounuK Ha M opManus

32) lomumHusT pa3Mep Ha cpencraral— PeieHrne Ha OONMHCKHS ChBET
3a QUHAHCHpaHe Ha ycayrata € mpHeT
OT OOIMHCKHS CBBET KATO 4YacT OT
OromkeTa Ha oOmmHaTa 3a BCHYKHA
COLMATHU YCIyIH, JeJIETHPaHH OT
JIbpKaBaTa JICHHOCTH.

33) Tomumen mnnaH W oT4eT KbM|— BromkerHa OnaHka 3a pasmpenesnsHe
OTIpe/IeIeH TIepPHOJ] Ha CPeICTBaTa 3a|Ha pazxoauTe

¢uHancupane Ha  ycayrata  no|— OT4er Ha HaMpaBEHUTE PA3XOAN
naparpadu cermacHo  Enunnaral|— Wudopmanwus, moanucaHa  oOT
Or0/KEeTHA KIacupuKanus 3a| pbKOBOJMTEIS HA yCiIyraTa
CbOTBETHATA FOJIMHA.

34) PazmepsT Ha paboTHHTe 3aruiaT|— [loMMeHHO MATHO pa3nucaHue
Ha CIY)XUTCIUTEC CBHOTBCTCTBA HaA|— BGI[OMOCTI/I 3a pa6OTHI/I 3arjiaTu
Hapenba 3a cTaHpoapTuTe 3a
3annawaHe Ha Tpyda Ha
CNYyXuntenmte, ocCblLeCcTBABaLLM
AENHOCTK NO nNpeaocTaBsHE Ha
coumanHuM Yycnyrm, KouTo ce
duHaHCHMpaT OT AbpXXaBHUA
broaxer.

b. locTaBuuKbLT Ha obwoaocTbNHaATa coumasiHa ycnyra Mo6wiHa npesaHTUMBHA
obuwHocTHa pa6oTta (MIMOP) e anbXXeH Aa OCUrypu cnegHUTe cTaHaapTy 3a
kBanudukaums n npodecuroHasIHO pa3sBUTUE Ha CNYXKUTENIUTE, KOUTO OCbLyeCcTBABaT
AEMWHOCTTa No NpeAoCTaBAHETO Ha ycJiyrara:

CraHpaprt 7: CTpyKkTypa U kBanudukaumsa Ha Cnyxurenure

ObwopocTbnHaTa coumanHa ycnyra MIIOP ocurypsiea Bb3MOXHO Hal-BMCOKO KayecTBO Ha
YOBELLUKUTE pecypcKu, HeobxoaMMn 3a eq@eKTUBHO NpefoCTaBsHe Ha ycnyrata, CbobpasHo
HelHaTa crneuundmka.

Kpurepuia 7.1: [ocTaBYMKBT Ha couManHata ycJjlyra ocurypsiBa AoCTaTb4yHO Ha 6poii mn c
Heob6xoaMMmaTa npodecroHanHa NoAroToBKa CAyXUTENN.

HNupuxarop H3r0uyHuK HA uH opManus

35) 3a BcHMUKM NO3ULHUM HMMa pa3paboTeHHW H|— AKTyadHU [UIBKHOCTHH XapaKTepUCTUKH,
0J100peH!U JIBKHOCTHU XapaKTepUCTUKU U — IPH | TOJMUCAaHU OT paboToAaTeNs U CIY>KUTEIUTE
OPHJIOKUMOCT — BKIIOYEHO 3aJBbJDKCHHE 32

cpaencTBre 1o 4. 7 ot 33]/]erT.

36) Haerute Ha TpymoOB JOTOBOp CHYXHTENH|— JTBKHOCTHU XapaKTEPUCTUKH, MMOJAMUCAHU OT
MO3HABAT UIKKHOCTHUTE CU XapaKTEPUCTUKUA. | paboTomaTeNs U CIIY>KUTEIUTE
— MIHTEpBIOTA CHC CITYKUTEIN

37) B uznckBanusTa 3a 3aeMaHe Ha JIBKHOCTUTE| — JTBKHOCTHU XapaKTEPUCTUKH
ca 3aJ0KEHHU CIELUaTHU YMEHUs, KaTo: — MHTEepBIOTA CHC CITY)KUTENH

— CIOCOOHOCT 3a paboTa ¢ Je1a U CeMeHCTBa;

— CIocOOHOCT 3a paboTa ¢ JHIla OT Pa3IudHU
YA3BUMU TPYIIH U OOIIHOCTH;

— yMeHHus 3a Obp3a, aJeKBaTHa peakus u
B3€MaHE Ha pelleHue B CUTyallus Ha KpH3a,
E€MOIIMOHAJIEH KOH(VIMKT, OCBIIECTBSIBaHE Ha
KpU3UCHHU HWHTCPBCHIMUU, YMCHUA 3a aJICKBATHO
noBeJeHWe  mpu  pabota ¢ JMHa  C




arpecMBHO/aBTOArpeCUBHO MOBEICHUE U JIPYTH;
— 100pu KOMYHUKaTUBHM YMEHHUS U YMEHHS 3a
pabota B ekunm — B camara yciyra U IpHU
MEXIyHHCTUTYLIHOHAIHO ChTPYAHNYECTBO.

38) Bcuukum HaeTH JMIla ChOTBETCTBAT IO
KBATU(UKALIMS HAa W3UCKBAHUATA, 3aJI0)KCHU B
JUTBKHOCTHUTE UM XapaKTEPUCTUKH.

— JITBXHOCTHU XapaKTePUCTUKU, MOJMUCAHU OT
paboTonaTens U CIyKUTEINTe

— TpynoBu qocuera Ha BCUUKU CITYKUTEIN
NupuBuayanHa rojauinHa — OLCHKA
W3IBIHCHUETO Ha JUIBKHOCTTa  3a
CITY’KUTE

Ha
BCCKU

39) UnTepBronpaHuTe CIYKUTEIU Ca 3al03HATU
C HopmaruBHara ypendba B cdepata Ha
COLMATHUTE YC/AYFM W 3akpwuiaTta Ha
AEeTEeTO, KaKTo U C ETMyHmMa kopekc Ha
pabotewmTe C geua n ETMyHMa Koaekc
Ha cnyxumrtenurte, ocbLlecCTBABaLWun
ANENHOCTU rno npeaoctaBsaHe Ha
counaiHn yCnyru.

— MIHTEpBIOTA CBC CILY’)KUTEIINUTE

40) UlatHoTO pasnucaHue € 3abIHEHO Ha
MUHUMYM 75%.

41) JloCTaBUMKBT € OCHUTYpHII
KaTeTOPUU CIIY)KUTENH B yCIyraTa:
a) CHenuaIucTH OCHOBHHU  CIICI[HAJTMCTH,
HeoOxonuMHu 3a (QYHKIMOHMPAHETO Ha yCIyrara,
U TIPENOPBUNUTEITHU CIICIIUATTUCTH

0) CIyKuTenu, TPSAKO  aHTAKUPAHU  C
00CITy’)KBaHETO Ha MOTPEOUTETTUTE, U CIYKUTEIH,

CIICAHUTC

— JITBKHOCTHO ATHO Pa3lUCaHuE:

0 OCHOBHHU CIICIIUATIUCTH: COIIHAIICH pa0OTHUK;
O TpH  HEOOXOAUMOCT, MPENOPHUYUTEIHH
CIEIUAINCTU: FOPUCT, TENaror; COLHAICH
MeJIaror; CIeIMaIMCT COMUaIHHU IeHHOCTH;

O  CHYKHUTENW, TpsSIKO  aHTAXKHUPAHU  C
00CITy’)KBaHETO Ha NOTpeOUTEeNuTE:
MeINaToOp/eKCIepT C OIUT;

0 pu HE0OX0IMMOCT, IOJAIIOMaramny

CITY’KUTEIHN : O(BOP

MoIrToMarariy (GYHKIIMOHUPAHETO Ha
COIHMATHATA YCIyTa. — [loumMeHHO WATHO pa3nucaHue
42) MwuHumanHUAT Opoit 1o  ocHOBHUTE|— TBKHOCTHO IATHO pa3MHCcCaHue

KaTerOpUHU CIYKUTEIH € ChoOpaseH ¢ Opost Ha
notpedbutenute B MITIOP.

— [fouMeHHO ATHO pa3nucaHue
— Koedunuent 3a onpenensiHe 4uCIeHOCTTa Ha
ciyxkurtenure (0,1)

43) Bcuuku  ciyKuTenu
paBOCIOCOOHM 3a paboTa.

ca TOJHHU n

— MeauuMHCKA JOKYMEHTH 32 BCEKU CITYKUTEN —
IIpU NOCThIIBaHe Ha paboTa
CBuzeresicTBO 32 CHAMMOCT 32
CIIyXKUTEJ — IIPU MTOCThIIBaHE Ha paboTa
— CpoTBeTeH Ha UIHKHOCTTA JIOKyMEHT 3a
oOpa3zoBareneH 1eH3

BCCKU

44) VYcraHoBsiBaHE TEKy4eCTBO Ha KaJpH 3a
nocienauTe 12 Mecena — 1mo mo3uiuu U Opou.

— JITBKHOCTHO ATHO Pa3lUCAHUE
— Huadopmanus, moanucaHa OT PBKOBOJUTEIS

Ha yciyraTta
— llpernien Ha  CYETOBOAHU  JIOKYMEHTH,
BEIOMOCTH  3a  pabOTHM  3aIuIaTH Ha
CIIY’)KUTEIIUTE

45) bpoii ckIroueHn JOrOBOPHU/CIIOpa3yMeHus 3a
HaeMaHe Ha TOM'BIIHATEITHH
CITY)KUTEIH/CIIEUaTUCTH (akTHyecko
CBCTOSIHHUE 110 MO3UIINU U Opoil.

— HaGmroienue u onucanue Ha cpeaTa

— CyeToBOIHA TOKyMEHTAIUS

— HMudopmanus, nmoamnucaHa oT PHKOBOIAUTENS
Ha yciyraTta

46) Bcuuyku CIyKUATEIW ca C [OJANHUCAHU
TPYIOBH JIOTOBOPH/JIOTOBOPH 3a M3BBHPIIBAHE Ha
ompeneneHa  pabora/3a  MpeloCTaBsHE  Ha
OTIpeJieIeHa yCITyra.

— TpynoBu nocuera




47) OueHkata Ha CIYXUTEIUTE ce U3BBpImBal— Dopmymsp 3a olleHKa
BEJIHBK T'OJIMIIHO U OTpassBa 1enute u mepkute|— [Ipornemypa 3a onenka
3a mpodecHoHaTHOTO UM pa3Butre B MITOP.

48) Pesynratute OT oueHkara Ha Bceku|— [loamucaHn OT PHKOBOAWTENS U CIYKUTENS
CIIY)KUTEN c€ OOCHKAAT JTHIHO. DopMyIsp 3a OLlEHKa

Kpurepwumia 7.2: MNMpoueaypaTta Ha AOCTaBYMKa Ha coumanHaTa ycnyra 3a noabop Ha ciayxurtenure
onmMcea npouecute n HeobxoauMuTe AOKYMEHTM 3a noabop, HaeMaHe M CKKYBaHe Ha AOroBopuU
cbCc cnyxutenute (1 gobposonuute). MNMpy NPUIOXKMMOCT, AOCTAaBUMKBT NpUBANYA B AEMHOCTTA
Ha yc/siyrata CTaXaHTu.

Nupukarop HN3T0YHNK HA NH( OpMAaIUs

49) Ilpouenypara 3a nmogbop ce cnaza|— Ilpomegypa 3a mombop Ha
IpY Ha3HAYaBaHE HA BCEKHU CIYXKHUTEIN. | CITYKUTCIHTE

— MHTEpBIOTA CHC CITYKUTEITN

— TIlpernen Ha TPYymOBH JocHETa —

50) OOGsBuTe 3a CBOOOJHH PaOOTHH

MO3UIIUHA,  OOSBU 3a  pabora,
MeECTa CbOTBETCTBAT HA JJIIBXHOCTHATA

NPOTOKOJIM  OT  HWHTEPBIOTa  C
XapaKTePUCTHKA 32 BCSKA TTO3HITHSI.

KaHI1 TaTCTBAILM 3a pabora,

JUTBKHOCTHH XapaKTEPUCTUKU U JIP.

51) Ilpu npunoxkumoct, noadopsT Ha|— [Ipu mpHUIOKUMOCT, TpoLeaypa 3a
JOOpOBOJNIIIM € B CHOTBETCTBHE c|HabupaHe Ha JOOPOBOIIIN
HICMEHa IIPOIeIypa.

52) Ilpu npunoxumocT, ¢yHkuuute,|— IIpu mpuIOKUMOCT, TOTOBOpP C
3aIBJDKCHUSTA W OTPAaHUYCHUSTA Ca|BCEKH TOOPOBOIEI]
pasnucaHd 3a BCsKa JOOpoBoOIUEcKa

MO3ULIHSL.
53) IIpu HNPUI0KUMOCT, | — CKIIOUEHU CIIOpa3yMeHus ¢ yueOHU
CHTPYIHHMYECTBO C y4eOHU 3aBelleHUsI|3aBeeHusI

3a MpOBEeX/JIaHe Ha yueOHU cTtaxkoBe. |— I'paduiiu 3a craxxyBane

CtaHpaprt 8: PazBurue Ha ciayXkurenure

ObwopocTbnHaTa coumanHa ycnyra MIMOP npunara edekTMBHa cuUCTEMa 3a YynpasJieHME Ha
YOBELLKUTE pecypcu C noaxoasiwm Mepku 3a npodecuoHanHa nogkpena v JIMMHOCTHO pa3BuTue
Ha CNyXUTenute Npu yC/I0BUSA 3@ YYeHe npes Lesuvs XMBOT.

Kpurepwuia 8.1: [JoCTaBUMKBLT Ha CcoLManHaTta ycayra ocurypsiea ycsioBus 3a npodecuoHanHo
pa3BUTUE Ha CNYXUTENUTE.

HNupuxarop M3Tr0o4yHuK HA MH opManus

54) Cnyxurenute umar poctenl ao|— Ilporpama 3a BBBEXIAIIO U
nporpamMu  3a  KBalM@UKalusg — U|Haarpaxaamo oOydeHue Ha
OoOy4uTeIHM  KypcoBe,  BKI.  H|ciyxutenute

JUCTaHIIMOHHH, CBOTBCTCTBAIlM HaA
pasliCaHUTEe WM 3aABIDKEHUS U
OTTOBOPHOCTU B JUIHKHOCTHHTE WM
XapaKTepUCTHKH.

55) JlocTaBunKbT OCBIIECTBSBA| — CxiroueHun JIOTOBOPH 3a




NapTHBOPCTBA c pasnuyHM | KB (PUKALMOHHU KypCOBE
00y4uHuTENHU OpraHu3aLuu uin|— ABTobuorpaduu Ha o0ydnTenn
oOyuuTeny.

56) Cnyxutenutre ydactBar B|— Ilporpama 3a BBBEXITAmO U
Hay4YHO-IPAKTUYECKU KypcoBe,| HaArpax/aamio oOyueHue Ha
oOMsiHAa Ha ONHUT W/WIKM  JOOpH| CIyKUTEITUTE
MPAKTUKU. — HMHpuBuayanHa OLEHKAa Ha BCEKH
CILY’KUTEI
— Jpyru peneBaHTHU TOKYMEHTH
57) Hanuuna nporpama 3a BeBexaamo|— [Iporpama 3a BBBEXIAIO |
W HaArpaxmamo  oOydeHWe  Ha|Haarpakmamo oOydeHne Ha
CITY)KUTEJIUTE. CITYXKUTEJINUTE 3a HacTosIaTa

KaJICHAapHa roAuHa

Kpurepwuit 8.2: [JoCcTaBUMKBLT Ha CcouManHaTa ycayra ocurypsisa BbBexaalim u
Haarpaxjaliu/cneunanmsnpanHm obyyeHuns 3a cayxxurenure.

Nupuxarop H3T0ouHuK HA MH opManus

58) Benuku HOBOHa3HaueHU|— Ilporpama 3a BBBEXAANO U
CILY)KUTENH ca MPEMUHAIN BBBEXKAALI0| Haarpakaao o0yueHue Ha
oOydyeHue oT MHUHUMYM 36| cinyxurenure

aKaJeMUYHU Yaca. — CnuCchbK Ha yYaCTHULIM U OOYUUTENH

OT IIPOBEJCHU BBBEKAAII O0YICHHS

59) Cnyxurtenute ca npemMuHanu npe3|—  JlokyMeHTH,  yIOCTOBEpsBAIlM
MOCJIETHUTE 12 Mecela| ycremHo  NpeMUHamu  OOydeHus

CIIEUATU3UPAHO oOydeHne ot| (Hamp. cepTuduKaTH)

MUHUMYM 24 akageMuuyHu daca (3a|— IlomMeHHO maTHO pasnucaHue
OCHOBHH CIELNATNCTH,
OCBIICCTBSIBAIMA JIEWHOCTHU o
PBKOBOJICTBO M MPENOCTaBSHE Ha
COLIMAJIHU YCIYyI'd, NPEnOpbUYUTEITHU
CHEIUAIUCTH M CIYKHUTEIH, IPSIKO
aHTaXUpPaHH C OOCTyKBaHETO Ha
noTpeouTenure) M MUHUMYM 12
aKaJeMMYHU Yaca 3a CIYKUTEINTE,
noAnoMaranm (GyHKIHOHUPAHETO Ha

COLlMAIHATA YCITyTa.
60) UutepBroupanute ciayxutenau|— MHTEpBIOTa CbC CIYKUTENN
nozHaBar cBoute HMHmuBuayannu|—  MHamBuayanHu — miaHoBe  3a
TJTAaHOBE 3a npogecrnoHaTHO| Tpo(eCHOHATHO pa3BUTHE Ha BCEKU
pa3BUTHE. CILyXKUTEI

Kpurepuin 8.3: [loCTaBYMKbBT Ha COLManHaTa ycayra ocurypsiBa Ha Clyxurenure
npodecroHanHa noakpena Ypes HaCcTaBHUMYECTBO, FPyMnoBa M MHAMBMAYASHA CYNepBU3US.

HNupuxarop H3Tr0ouHuK Ha MH opManus




61) Bcexku HOBOMOCTBIMI CHyXKUTeNn|— 3amoBe] 3a ONpeAeisHE Ha
0e3 ONUT B cucTeMaTa Ha COLUATHUTE| HACTaBHUK

yCcnyru nma Ha3HayeH|— /Jocuera Ha  HOBONMOCTBIWIU
HaCTaBHUK, onpeaeneH 3a|cayxurenu 6e3 OMUT B cucTeMara Ha
nepuoa ot 6 Meceua OT AaTaTa|comuanHu yeiayra

Ha Ha3Ha4YaBaHe. — MHHrepBro ¢ pbpKOBOIMTENS HA
ycayrata

— Ilpu npHIIOKUMOCT, HHTEPBIO C
OIIpECIICHNA HaCTaBHUK

62) Cnyxurtenutre ca npemuHanu|—I'paduxk Ha cynepBusznute

rpynoBa cynepBususi — Ha Bceku 3|-— IIpoTokonu/oTueTH OT MpOBEAEHUTE
Mecena (3a nociegHuTe 12 mecena). | CynepBU3MOHHU CECUU

— ABToOmMorpaduu Ha CHEIUANTNCTUTE
1o cynepBu3ms (HE3aBUCUMO JAllU Ce
MIPENOCTaBs MPAKO OT JMLIE, WIN OT
BBHIIHA OPraHU3aLIH)

— JIOroBopH ¢ BBHIIHM CIELUATNCTH
W/WIM  JTOCTAaBYMIIM HA YCIOYTH IO
CYIEepBHU3US

63) CayxuTenutre ca HPEeMUHAIH
WHJMBHUyaJlHA CYNEpBU3US — OT
BBHIIEH 32 yCJIyrata ClelHalucT — Ha
Bceku 4 Mecena (3a mocneaHute 12
Mecera).

B. [locTaBuMKbT Ha o6bwoaoCcTbNHATa coumasiHa ycnyra Mo6wiHa npesaHTUMBHA
obuwHocTHa pa6orta (MIMOP) e aonb)XeH Aa OCUrypm cJiegHUTE CTaHAAPTU 3a e(PeKTUBHOCT
Ha ycJsiyraTta Cc orjieg Ha NoCTUrHaTure pesyJitTaTy 3a imiaTta, KOuTo 1 NoN3BarT, B
OTroBOp Ha NOTpebHOoCTUTE UM:

CtaHaaprt 9: [leiiHoCcTH

JenHocTnTe Ha obuwoaocTbnHaTa coumanHa ycnyra MIMOP ca opraHu3mpaHu B nporpamMu 3a
npeBeHUMs W/vnn noagkpena Ha Yysa3BUMMUTE nvua M rpynu cnopea uaeHtuduumpanute (unum
3asiBeHn) npobnemMm M noTpebHocTM Ha obwHocTTa. [leHOoCTUTe B onpeaesieHa rpyna wam
o6LwHoCT (C egHOPOAHN Npo6s1eMM) Ce MaHNPaT U U3MbJHABAT B paMKUTE Ha 4-MecedeH nepuoga.
Kpurepuia 9.1: [JoCTaBUYMKBLT Ha couUManHata ycnyra njaHuMpa W M3MbMHSIBa AEMHOCTUTE Ha
ycnyrata CcbobpasHO uAEHTUDULUPAHUTE HYXAW, XKeNaHusa/3assBKM U Bb3MOXHOCTM  Ha
notpebutennte n pecypcute Ha obLHoCTTA.

HNupuxarop H3T0ouHuK HAa MH opMans

64) Ytebpprenute O6um yciousi Ha|— OO0um ycnous na MITOP
yciIyraTa OIHCBAT IIEITUTE, METOJIUTE
Ha paboTa, IejeBara Ipyna, OCHOBHHU
NEWHOCTH, OYaKBAaHU PE3YJITATH H JIp.

65) Jerinoctute 3a mocturade Ha|— ['paduk Ha CITy)KUTETUTE

nenure  Ha - ycnyrata  cienBat|— MIHTepBIOTa ChC CIyKUTETU
nporpamu/miaHoBe 3a pabora B|— IIporpamm/mianoBe 3a pabota B
oOmmHocTTa. oOImmHocTTa

— HWudopmanus, mnoamucaHa  oOT
PBKOBOJMTENS HA yCITyrara

— Marepuanu ot cpOuTHSA, OOyUeHUS,
TEeMaTUYHU CpelnM B OOIIHOCTTA,
BH3YaJIHU MaTepuany 1 JIp.

— Habmtogenue u onucanue

66) VYcmyrata cb3gaBa OOIHOCTHU
dopmu  (popManHu, HedopMaIHU
CTPYKTYpH ) 32 aKTHBHO BKITIOUBAHE Ha
MpEeACTaBUTETH Ha OONHOCTTa B
JIEWHOCTUTE Ha yCIIyrara.

67) Ycmyrara mpuiara Tpo-aKTHBHU
METOJM Ha paboTa ¢ 0OIHOCTTA.

68) Cmyxutenute MoraT Aa onuumar|— MHTepBO ¢ pBKOBOAMTENS Ha
IIOHE TpU IpuUMepa OT paboTa Io|yciayrara




IpPEBEHIINS, 3aImTa u/unn|— VIHTepBIOTa ChC CITYKUTEIH
CTUMYJIHpaHe Ha OOIHOCTTA.

CraHpgapt 10: B3aMMOOTHOLLEHUA NOTpeburenmn - cayxxurenm

ObwopocTbnHaTa couwnanHa ycnayra MIIOP cb3paBa cpega M yC/iOBUS 3@ M3rpa)gaHe Ha
OTHOWeEeHNs C noTpebutenute Ha 6aszaTa Ha yBaXkeHMe, 3avyuTaHe Ha pasmumdaTa, aunca Ha
AVCKpUMMHAUMA U cna3BaHe Ha npodecunoHanHn rpaHmum B obwysaHeTo. Cnyxutenute obwysaTt
C noTtpebutenute cbobpa3HO TAXHaATa Bb3PACT, OCOBEHOCTM B KOMYHMKALUMATA M HMBO Ha
WHTeNeKTya HO pa3BuTHe.

Kpurepuia 10.1: [locTaBUYMKDBT Ha coumasiHaTa yciayra pa3paboTBa M npunara siCHM npasuna 3a
B3aMMOAENCTBME MeXAy CIyXutenute u notpebutennte, kato Te obulyBaT B cpesa C SCHU
npaBuna Ha nosegeHWe, B KOUTO JIMYHUTE MPaHULKN M OCOBEHOCTU Ca YBAXXEHU U 3a4ETEHM.

HNupuxarop M3Tr0ouHuK Ha MH opMans

69) UnrtepBroumpanute ciyxurtenu|— Habmonenue
JaBaT mpuMepH 3a B3auMozelcTBue|— MHTepBIOTA ChC CIYKUTENH

MTOMEX/Ty CH U C TIOTPEOUTENNTE. — OO0um ycioBus

70) [Tpu MpUIIOKUMOCT, | — Habmonenne

WHTEPBIOUPAHUTE notpebutenu|— Ilpy mpUIOKUMOCT, UHTEPBIOTA C
CIIOJICIISIT npuMepu Ha| moTpebuTenu

B3aWMOJICHCTBHUE ChC CAyKUTENUTe. |— OOmmM ycmoBus

CraHpgapt 11: lNpasa v 3akpuna

ObwopocTbnHaTa couunanHa ycnyra MIMOP cb3gaBa yCNoBMS 3a Cra3BaHe Ha npaBaTa Ha
notpebutenunte, BKAKOYUTENHO NPAaBOTO Ha 3aKpwna Ha JIMYHOCTTA. Ycayrata ocurypsiea 3awmra
Ha noTpebutenute OT BCAKakBWM HOPMU Ha Hacunue, 3noynotpeba u HebpeXXHOCT. JoCTaBUNKDLT
WHpopMMpa 1 nogkpens notpebutenvte aa uspassBaT MHEHWE MO BbMPOCKU, KOUTO MM KacasaT wunu
TpeBoOXxar.

Kpurtepuin 11.1: [ocTaBuYMKbT Ha couManHaTa Yycayra Mo3HaBa W cnasBa nMpaBaTa Ha
notpeburenure.

Nupuxarop H3T0ouyHuK Ha nH opManus

71) Benuku cayxutenu no3HaBat Konpennustal|— Ilporpama 3a BBBEXIAINO W HaATPAXKIAIIM
Ha OOH 3a mpaBata Ha JeTeTo W/WiaH|oOyd4eHHS

Konsenmnusra Ha OOH 3a mpaBara Ha xopara c|— MHTepBIOTa CHC CIYKUTEITH

YBpeXJaHUS U JIp. PEIEBAaHTHU HAIUOHAJIHU U
MEXAYHAPOIHU JTOKYMEHTH.

72) JoCTaBYMKBT € B CHCTOSHUE Jaa IpencraBu|— MudopManmoHHN MaTepuamu

JIOKa3aTeJICTBa 3a 3a4MTaHE Ha NpaBoTO Ha|— MHTEpBIOTA ChC CIyKUTENH

MHEHHe, U300p M 3aunMTaHe Ha JuyHocTTa Ha|— Ilpm  mpHIOXKHMOCT,  HWHTEpBIOTAa  C
NOTPeOUTENINTE IPU MPENOCTaBsHE HA yCIIyraTa. |IOTpeOrTenn

— JHTEpBIO C PHKOBOAMTENS HA yCIyrara

73) HdoctaBuMKbT € cCb3dadl BB3MOXHOCT Ha|— Ilpouemypa 3a momaBaHe Ha  kauow,
OTPeOUTENINTE 3a TOaBaHE HA HKAJIOH. IpeJcTaBeHa IO JOCTBIEH 3a IMOTpeOUTEIHnTe
HA4YuH
— Ilpp  OpUIOKHUMOCT, HUHTEPBIOTA  C
OTpeduTENN

— Peructsbp 3a xanbute

74)  llpm HE00XOAMMOCT CIlyXXUTEIUTe|— Y10cToBEepeHre oT o0yueHue




NpEeMHHABAT BEAHBK ToAummHo oOydeHue 3al— MHTepBIOTa ChC CIYKUTEIUTE

3aKpHJIa OT HACUJIUE. — Mudopmanus, noanucaHa oT PBKOBOAUTENS
Ha yciayraTta

— Habmronenue Ha cpenara

Kpurepuia 11.2: [locTaBUYUMKbBT Ha coumasiHaTa ycyra cb3zaBa Bb3MOXHOCT 3@ obpaTHa Bpb3Ka
OoT noTpebutennrte OTHOCHO yAOB/ETBOPEHOCTTA OT MoJslyyeHaTa nogkpena v nNpu oueHKa Ha
M3nb/iHeHMETOo Ha lMporpaMaTta 3a pa3BuUTUE Ha KayecTBOTO.

HNuaukarop M3Tr0ounuK Ha uH opManus
75) Pazpaborenu dopmu/mMatepuanu 3a|— DopMmu/MaTepuanu 3a ThPCEHE Ha
TBPCCHE Ha MHCEHHUETO Ha| MHECHHUETO Ha HOTpe6I/ITeJ'II/I
noTpeOuTeNnTE. — Ilporpama 3a pa3BuTHE Ha
KaueCTBOTO
76) [Ilporpamara 3a pa3Butue Ha|—  CopabpkareneH  Tperiaen  Ha
KauecTBOTo N [ognwHUAT otyeT|lIporpamata 3a  pasBuTHe  Ha
KbM AKCY OTpa34ABaT|KauecTBOTO
MOCTUrHaTUTE pe3yntam™ OT|- CbabpXxaTeneH nperneq Ha
npoy4yBaHeTo Ha|obobweHaTta wHdOpMauuns oOT
yYOOBJIETBOPEHOCTTA. npoy4yBaHETO
- NoavweH otyeT ¢ 060b6LEeHa
nHdpopmauusa (kbm 31 MapT 3a
AKCY)

Ob6uwopocTbnHaTa coumanHa ycnyra MIMOP moxe ga ce npeaoctasss CaMOCTOSATENIHO MU
1
KOMIUIEKCHO CbC C/llefHUTEe CoLManHN YCayru:

- MHbOpMUPaHE U KOHCYNTUpaHe - KaTo 06WoA0CThNHA U CreumannsMpaHa coumanHa ycnyra;

— 3aCTbMHUYECTBO M NOCPEeaHUYECTBO;

- Tepanusa u pexabunutaums;

- obyyeHue 3a npmgobmBaHe Ha yMeHus;

- nogkpena 3a npugobmBaHe Ha TPyAoBM yMeHus (3a Miagexu Hag 16-roguwiHa Bb3pacT WU
MbAHOMETHM Anua).

JocTaBumkbT Ha obuwoaocTtbnHaTta couwnanHa ycnayra MIMOP Moxe pa npuenav4ya/BKaloYBa B
OENHOCTTa Ha ychnyrata pobposonum cbrnacHo paspaboTeHa OT AgocTaByuka nporpama.
BkalouBaHETO Ha CTaXaHTW e cfefj CK/A4YBAHE Ha CrnopasyMeHus Mexay JAocTaBumka U
CBHOTBETHUTE BUCLUM Y4ebHM 3aBeaeHus.

' Mpyn KOMNNEKCHO NpeaoCTaBsHE Ha COLMAHN YCNYrn AOCTaBYMKDBT MO CBOS MpeLeHKka MoxXxe aa
pa3paboTBa 06N UNM OTAENHU NpPOrpamMu, NpaBunia, PerucTpu U Apyrn JOKYMEHTU 3a
pa3IM4YHUTE BMAOBE couuanHu ycnyru. MNpu npunaraHe Ha noaxoAaa 3a o6WmM AOKYMEHTM 3a
BCMYKN NpeaoCcTaBsAHM KOMIJIEKCHO YCNyru cneaBa Aa MMa siCHa U gobpe CTpyKTypupaHa
MHGOopMaLmsl 3a BCUMYKN BUAOBE COLMAMHN YCNYTrK, KOUTO AOCTAaBYMKBLT NpeaoCcTaBs, KaKTo U 3a
BCMYKN BNOOBE COLMAJHN YCYTN, KOUTO BCSAKO OT NiMLaTa Nosi3Ba KOMMJIEKCHO OT eAuH
AOCTaBUMK.

Mpwno>keHue 5

KbM un. 7

CTaHAapTv 1 KpUMTEpMM 3a Ka4YeCcTBO Ha cneyuanmsmpaHa couuasiHa ycnyra

Tepanua v pexabwiurauumna

A. locTaBYMKbT Ha cneyuasmsvpaHaTa couuasiHa ycnyra Tepanua n pexabwivrauma (TP)




€ ANMbXEH fAa OoCUrypu cieaHure cTaHaapTu 3a opraHmsauuss U yrnpaBJ/ieHuWe Ha
couuasnHaTta ycnyra:

CraHpaprt 1: YnpasseHue

CucTeMaTa 3a ynpasJ/ieHME Ha creyuanmaupaHaTa coumanHa ycayra TP ce npunara eheKTUBHO U
LSNOCTHO, KaTO HacbpyaBa KyJaTypa Ha Ka4yeCcTBOTO. YcC/ayrata rapaHTMpa, 4e uenute Ha
coumanHaTta ycnyra, wuvHamBmayanHute notpebHocTM Ha noTpebutenute M nocTuUrHature
pe3yaTaTh 3a TAX ce peanusmpaTt Mo Bb3MOXHO Hal-edeKTUBEH Ha4yuH, KaToO Ce aHraxwupa c
pa3BMBaHE U npuiaraHe Ha 4o6pu NpakTUKM.

Kpurepumia 1.1: [locTaBUYMKBT Ha colManHaTta ycfyra npunara CUCTeEMa 3a ynpaBieHue Ha
CNyXuUTenute, pecypcute n KayecTsoTo.

HNupuxarop H3r0ouyHuK Ha uH opManus

1) Pasnucana cucrema 3a ympaBieHue Ha|— J[oCTaBUYMKBT TpencTaBs OKa3aTEICTBA 3a
KaueCcTBOTO, B T.Y. Ha CNYXWUTENIUTE W|HaIM4YKe Ha CUCTEMA 3a YIIPABJICHUE
pecypcuTe. — IIncMeHH ITOJUTUKHA U npoueaypu, npasuia,
MPaBUIHULU

— HMudopmanus, nmoanucana OT PBKOBOJUTEIS
Ha yciyrarta

2) O6o6mena nHpopmarus (crnpaBka) orHocHO|— [lombpaHeHa dopma ¢ 0000ImeHAa WHPOPMAITHS
pesyaTara 3a NMOTpeOMTENUTE 3a akTUBHUTE H|(mepuos  oT  Bpeme, Opoil  oOxBaHatu
MPUKITIOYCHH CITydau. norpebutenn, npobremu  (paspemieHn U
HepaspelieHu ), 001M TeHACHIIUU U Ip.)

— UIIIT na notpeOurtenute

3) Ilporpamara 3a pa3zBuTHe Ha KadecTBOTO W|— ChabpkareneH mnperien Ha I[lporpamara 3a
FroamwHuaT otdyeT KbM AKCY oTpassaBaT|pa3BuUTHE Ha KaUeCTBOTO

NOCTUrHaATUTE pe3ynTaTu. - CbhaobpxaTteneH npernepg Ha
ob6obleHaTa nHdpopmMmauums

- TloanweH otyer <c o0606wWweHa
nHpopMmaumnsa (kbMm 31 Mmapt 3a AKCY)

4) Bcuuku cayxuaTenu ca 3amno3HaTtd  cbc|— MHTEpBIOTA CBHC CIIyKUTENU
CBABP)KAHUETO Ha 0000IeHaTa WHpOpMaIHs 3a
MOCTUTHATUTE pE3yATaTH ©  B3eMaT  MOJ
BHUMAaHHE BCHYKHA OOCTOSTENICTBA OT 3HAYCHHE
3a MoJI00psIBaHE Ha eXKeTHEeBHATa UM paboTa.

Kpurepwuit 1.2: YnpaBneHMeTo Ha coumanHaTta ycnyra TP e SiCHO CTPYKTypupaHo, KaTo
ynpaBAsBalLOTO ycsyrata Juue e Ha3HadyeHo OT AOCTaByMKa Ha ycyraTa 3a OoCbllecTBsABaHe Ha
pBEKOBOACTBO U e paboToaaten Ha ClyXutenute, NpeaocTaBsWm ycayraTa.

HNupuxarop H3T0uHuK HA uH opManus

5) HeiiHoctTra Ha ychmyrata ce ympaBisiBa oT|— JloroBop 3a Ha3zHauaBaHe (BB3JIaraHe) Ha
Ha3Ha4YeH OT JOCTaBYMKa PHKOBOUTEIL. JUIETO, YIPABJISABAIIO COLMAIHATA YCIyra

— IIpy npUIIOKUMOCT, BaJIUIHO II'BIIHOMOILIHO Ha
PBKOBOJIUTENS HA yCITyrara

6) OnpeneneHu ca OTTOBOPHOCTHTE, HUBATa Ha|— JUTBKHOCTHH XapaKTEepPUCTUKH Ha
B3€MaHE Ha peleHus (IOAYMHEHOCT) M| CIyXHUTeInuTe (BKI. OpraHurpama)
3aIBIDKEHUSATA Ha CITYKUTEIUTE.




Kpurepwmia 1.3: [locTaBUMKDBT Ha coumanHaTa ycnyra npunara Metoam 3a paborta, cbobpaseHu c
npoy4yeHn aobpu npaktukm 3a paboTa C geua v/ vuav nvua, BKIKOUYUTENHO C YBpeXAaHus.

Nupukarop HN3T0YHNK HA NH( OpMaIUs

7) IIpy BE3MOKHOCT, ycTaHOBsIBaHE Ha|— MHTepBIO ¢ pPBKOBOAMTENS Ha
METOaM 3a pabota B ychyrata,|yciyrara

cpoOpaseHn ¢ mpoyueHu goOpu|— HMHdopmanus, moamucaHa  OT
MPaKTUKH | TIOJIXOIU 32 paboTa ¢ aea| pbKOBOAUTENS Ha ycayraTa

W/MIA  JIUIa, BKIIFOUHTEITHO c

YBPEKIAHHUSL.

8) Ilpn BB3MOXKHOCT, PBKOBOIAUTEIAT
Ha yciayrara oco4yBa IIOHe eiHa 100pa
NpAaKTUKa/MHOBALMS, MPHIIOKEHA B
yciyraTa.

CtaHaaprt 2: OpraHMsauma Ha AeHocTuTe

CneunanmsampaHaTa coumanHa ycnyra TP opraHnsmpa gemHocTuTe 3a eeKTUBHO NocpellaHe Ha
cneumnduyHnuTe  MHAMBMAYaNHM MNOTpebHOCTM Ha noTpebutennte OT Tepanusa W/ van
pexabunutauus.
Kpurepuia 2.1: [loCcTaBuMKBT Ha couMWasHaTa YycJjlyra opraHuM3mpa Mo4acoBa noaKpena Ha
notpebutenure.

HNupukarop HN3TounHNK HA uH( OpManHs

9) HeitHoctute Ha ciuyxurtenute ca|— HMHTEpBIOTa ChC CIYKUTENN
pasnpeneneHu croOpazno|— UIII na motpebutenute
WuauBuyanHus IJaH 3a IOJKperna
(UITIT) Ha Bcexu moTpeOUTeN.

10) OcuHoBHuTe pAeiHOcTH 3a Bceku|— CeamuyeH rpaduk 3a pabota Ha
noTpeduTesl  ca  pasliUcaHU  B|ciyxuTenuTe

WHIMBHUTyalleH rpaduk 3a padora. — WapumBuayannu  rpadunm  Ha
OTpeduTEeNnTE

11) eitHocTuTE € MOTpEOUTENHUTE ca
OpraHU3WpPaHW WHIUBUIYATHO W/HIIN

B TpyTIa.

Kpurepwuia 2.2: Mpu NpUAoXMMOCT, A0CTAaBYMKDBT Ha couMasnHaTa ycayra npeaocTaBs AelHOCTUTe
Ha ycnyraTta TP 1 MobunHo.

(*) MNpu npegocTaBsiHe Ha coymasiHaTa ycJjyra camo B CreynaaminpaHa cpega To3u KpUtepun He
ce ripoBepsiBa.

Nupuxarop H3T0ouHuK HA MH opManus
12) Ilpu neobxomumoct, B UIIII na|— UIII Ha noTpedbuTenure
noTpeOuTeNnuTe ca 3aJI0KCHU

JEHHOCTUTE, KOUTO C€ IPENOCTaBAT

MOOHIIHO.

13)  HocraBuuksT €  ocurypui|— HabmioneHnue u onucanue




IO AXO AT yCJ'IOBI/IH/Cpe,[[CTBa 3a|— I/IHTepBI-OTa CbhC CIYXKXUTCIN

MPUJIBUKBAHE HA CITY>KUTEIIUTE. — Cenmuuen rpaduk 3a pabora Ha

14) Bpemero 3a mpujBmxpane mHalCTYKUTCIATE

CITY)KHTEJINTE 3a moGuino|~  AHMMBHIyamHH — rpaduiu  Ha
MOTpeOUTENUTE

IPEeJOoCTaBsHE Ha ycIyrara ce OTYMTa
KaTo pabOTHO BpeMe.

15) UaTtensuBHoctTa Ha moakpenara e|— U na morpedbuTenute
JocTaThbuHAa 32  mocTurane  Ha|— MIHTepBIOTa ChC CIYKUTETU
sanmoxenute B UL wenm.

CtaHpapTt 3: MsacTO Ha npeaocTaBsiHe

MacTOTO 3a npedocTaBsiHE Ha creunanmMsMpaHaTta couuanHa ycnyra TP cnocobcTtBa 3a
3a40BosIiBaHe Ha noTpebHocTuTe Ha notpebutenute, 3a NnogobpsiBaHe M pa3BMBaHE Ha Pa3fINYHK
yMeHus, nogobpsiaHe Ha dumsmyeckata cuna n QyHKUMOHANHOTO 3ApaBe (M3BbH ob6xBaTa Ha
MeauuMHCKaTa pexabunuraums) Ha nuuaTta, nonsBalwm ycsyrata, KakTo M 3@ TAXHOTO COouManHo
BKJ/IIOUBAHE.

Kpurepuin 3.1: MAcTOTO Ha couuanHaTta yciayra TP e KOMyHMKATMBHO. Ycnyrata WuMma
aAMWHUCTpPATUBEH apec Ha npenocTaBsiHe.

(*) lMNpu n3L5710 MOBMIIHO NPEAOCTABSHE Ha coumnasiHaTa ycsyra TO3u KpUTEPUH Cce npoBepsiBa B
4YacTTa 3a oCUrypsiBaHe Ha agMUHUCTPAaTUBEH aapec Ha ycJryrara.

Nupuxarop H3T0ouHuK Ha MH} opManus

16) Cpenata, B KosiTo ce mpenoctaBs|— HaOmionenue u omnucaHue Ha
TP, e moaxondma Mo OTHOUEHHWE Ha|cpenara
npuiexalara nHppacTpykrypa.

17) 3a moctema qo TP Hsma mperpaau
U Tpeuku Karo Oapuepu, 3abpaHa 3a
CIIUpAHE.

18) YcraHoBsiBaHE Ha|— PemeHne Ha OOIMHCKUS CBBET, a B
aMUHUCTPATUBEH a/IpEC HA yCIIyrara. |ciaydauTe, KOraTo coluaiHaTa yciayra
€ JieJieripaHa OT JIbpKaBaTa JeiHOCT,
U 3amoBel HA  U3NBJIHUTEIHUSA
JUPEKTOp Ha ATeHIMsATA 332 COLUATIHO
MOJIIOMAaraHe

— Peructsp Ha AKCY

CraHpaprt 4: CneunanusuvpaHa cpeaa

CneuvanmsupaHaTa cpefa, B KOSITO Ce mMpeaocTtaBs coumanHa ycnayra TP, kaTo apxuTekTypa,
(YHKUMOHANHOCTM M AuM3aiH, Cb3gaBa YyC/0BMA 3a nMocpellaHe Ha noTpebHocTuTe Ha
notpebutenunte oT Tepanusa un pexabunurauums.

Kpurepuia 4.1: loMeweHnaTa 3a MHAMBMAYanHa W/WaM rpynoBa Tepanusi Cca AOCTaTbYHO Ha
6pon, pocTbnHM, o63aBedeHn CbobpaseHO C  (YHKLUMOHANHOTO WM npedHa3HavyeHue u

notpebHocTuUTe Ha noTtpebutenure.
(*) lMNpu n3L5710 MOBUIHO NPEAOCTaBSHE Ha coumnasiHaTa ycsyra TO3M KpUTEPUE Cce npoBepsiBa B
4YacTTa 3a OCUrypsiBaHe Ha MaTepuasiHu yC/iI0BUS 3a BOAEHE U CbXPaHEHUE Ha [JOKYMeEHTauusTa.

Nupukarop HN3T0YHNK HA NH( OpMAaIUs

19) [Ipu BB3MOXKHOCT, (oaiie 3a npueM|— Habmonenne u omnucaHue Ha
Ha MOTPEOUTENUTE 1| MOMEILICHUATa




ChIIPOBOXKIAIMTC I'M JIA1A.

20) Benuku CreLHaIN3UPaHU
IMOMEIICHU S ca 003aBeJIcHHU,
CcbOOpa3HO BHUJA HA TEparneBTHUYHUTE
JEHHOCTH.

21) Ilpn npuiIOKUMOCT, MEOETUTE U
ChOPBXKEHHATA B  yciayrata  ca
oOe3omaceHu (3a007eHN pBOOBE Ha
MebenuTe, 00e30naceHu eNeKTPUIEeCKU
KOHTAKTH U JIp.).

22) TloHe enHo TmoOMeleHUE 32
WHJMBHUyaJlHAa TepaneBTHYHa paboTa
C IOTpeOuTENUTE.

23) IloHe eqHO TOMEIICHUE 3a TPYIOBa
TepaneBTUYHA pabota C
MOTpeOUTENNTE.

24) Tlone engHO TOMEIICHHWE 3a
CITY)KUTEIUTE.

25) YcnoBus 3a chbxpaHeHue Ha quuHa|— HaOmionenme u  omnucaHue Ha
JOKyMEHTAIMs. Ha MOTPEOUTENNUTE H|IOMEIICHUATa
apxuB (Hamp. MeTalieH 1iKad, koiTo ce

— IlpaBuma 3a  jgocThm  JIO
3aKITFOYBA).

NMOMCHICHUATA U JOKYMCHTAIIHATA

26) Hammuno e  HeoOxoaumMmo
obopynBaHe TIpM CBHOJIOJaBaHE Ha
npodecruoHaTHUTE HOPMU u
M3UCKBAaHUA — J0MO(oOH, TenedoHEH
MocCT, UHTEpPHET BpB3Ka,
BHUJICOHAOTIOICHU E (B o0
MOMEIICHHS, KOPUIOPH, BXOJOBE),
CUTHalTHA  WHCTamanus  (ako e
HNPUIOKUMO).

Kpurepuit 4.2: MNoMelleHuaTa 3a MHAMBMAYaNHa W/ Wiy rpynoBa pexabunutaums ca AoCTaTb4yHO
Ha 6poii, gocTbnHU, 063aBeaeHN cbobpaseHo ¢ PYHKLMOHANHOTO MM NpeaHa3HaYeHne 1

noTpebHOCTUTE Ha noTpebutenure.

(*) Mpy 3148710 MOBM/IHO NMPENOCTABAHE Ha COLMANIHATa yCJyra TO3u KpUTEPUMIi Ce MpoBepsBa B
YacTTa 3a OCUrypaBaHe Ha MaTepuasiHu yCJ/iI0BMUA 38 BOAEHE U CbXPAHEHUE Ha [JOKYMEHTaLUNATA.

HNupuxarop H3Tr0ouyHuK HA MH} opManus
27) Ilpu BB3MOXKHOCT, (hoaiie 3a mpueMm|— HaOmionenne u omnucanue Ha
Ha noTpeOuTeNnTe u| momereHusTa

CbIIPOBOXKAAIIMTC I'U JIA1A.

28) Benuku CHeHHaIN3UPaHU
MOMEITEHUSI ca 003aBeZICHU ChOOPA3HO
peXaOUIUTAIMOHHUTE JCHHOCTH.

29) Ilpu mpUIOKUMOCT, MeOEIUTEe U
ChbOpPBXKEHHSATAa B  yciayrata  ca
obe3ormacenn (3a00yieHM pBHOOBE Ha
MebenuTe, 00e301aceHu eNeKTPUIECKU
KOHTAKTH U JIp.).




30) [lone enna 3ana 3a pexaOuIUTAIUS
(or okono 25 KB.M), B KOSTO ca
Pa3noJIOKCHH HEOOXOUMHTE
pEeXaOUIUTAIIUOHHU YPEIIH.

31) Tlome eaHO TOMEIICHHE 3a
CITY)KUTEJIUTE.

32) YcnoBus 3a chxpaHeHue Ha muuHa|— HaOmogerue w©  omucaHue Ha
JOKyMEHTalus Ha MOTPEOUTETUTE H|MOMEIICHUATA
apxuB (Hamp. MeTajeH mKad, KOMTo ce

— IlpaBunma 3a  gocTell 110
3aKITI0YBA).

IMOMCHICHUATA U JOKYMCHTAIIHUATA

33) Hamuuno e  HeoOxoaUMO
obopyaBaHe TIpH CHOJIOJIaBaHE Ha
npodeCHOHATHUTE HOPMHU u
M3UCKBaHUA — J0MO(oH, TenedoHeH
OCT, UHTEPHET BpB3Ka,
BUICOHAOIOIEHUE (B o0mm
MOMEIICHUS, KOPHUJIOPU, BXOJIOBE),
CHTHaJIHA  WHCcTajanmus  (ako €
HPUIIOKUMO).

Kpurepuit 4.3: CaHUTapHO-XUIMEHHUTE MOMELLEHNS B colmanHaTta ycayra TP ca 4oCTaTbYyHO Ha
*
6poV U BCUUYKN CAHUTAPHU CHOPBXEHUS Ca B U3MPaBHOCT.

(*) Tlpyn u3usa10 MO6UAHO TMpeAOCTaBsSHE Ha coumasHara ycsyra TO3u KDPUTEPUI He Ce
rpoBepsiBa.

Nupukarop HN3T0YHNK HA NH( OpMAaIUs

34) Cnyxutenute moi3BaT caHuTapHu|— HalOmonenue u omnucaHue Ha
MNOMCHICHUS, pa3IMYHKA OT TC3M Ha|IIOMCIICHUATA

oTpeouTenuTe.

35) [Tone €IHO CaHUTaApPHO
MOMEIICHHE € TPHUCIOCOOCHO 32
MOJ3BaHE OT  TOTPEOUTENH  ChC
3aTpyIHEHHUS MPU NIPUIBUKBAHE.

36) Bcuuku caHuUTapHM CBHOPBKEHUS
ca paboTernm.

Kpmepuﬁ 4.4: 1oCTaBYMKbBT Ha couMasHaTa ycsyra cna3sBa CaHUTAPHO-XUTMEHHUTE U3UCKBAHUA
Mo OTHOLUEHME OCBETJIEHMNE, OTOIMJIEHNE N BEHTUNAUNA Ha BCUYKKN NMOMELLEHUA.

(*) Tlpu u3ysio Mo6WIHO rpefocTaBsiIHE Ha couuasHata yc/syra TO3u KpUTepuii He ce
rpoBepsiBa.

Nupuxarop H3T0ouHuK Ha MH} opManus

37) Bcuuku momerieHus ce ororissar,|— HaOmonerue w  onmucaHue Ha

KaTO Ipe3 B3UMHHS TEPUOJ  Ce|ImoMeIeHusTa (TepmoMeTBp B

NoJAIbpXKa MOCTOSIHHA TeMIlepaTypa B|yciyrara)

CBOTBETCTBHE c xurneHHure|— Koraro e npuiaoxuMo, HHTEPBIOTA €

m3uckBanua — 20°C, koraro ce|nmorpeduTenu

MOJI3BAT OT MOTPEOUTETHUTE. — Koraro e nmpunoxumo, HHTEpBIOTa
ChC CILYXKUTENH




38) IlomemeHusta ca nmpoerpeHu u|— HaOmionenume u  omucaHue Ha
HsMAT CHEeNU(PUYCH MUPHC. MTOMEILEHUSTA

39) Hama Hanuume Ha Biara 1 MyxbJl B
TIOMEIICHUSTA.

40) Benuku IOMEILCHU S 3a
M3MBIIHEHUE Ha JIEWHOCTUTE HUMaT
€CTECTBEH M3TOYHUK HA CBETIUHA.

Kpurepuit 4.5: CneumnanusmpaHaTta cpega (MaTepuanHata 6asa), B KOSTO ce NpeaocTaBs
coumranHaTa ycnyra TP, e B CbCTOSIHME Aa NOCPeLLHe NOTPebUTeNnn CbC cneumanHu
*

NoTpebHOCTU, BKJIIOUUTENHO NpU NPUABMXKBAHE.

(*) TlNpu un3us10 MO6UIHO rIpeaoCTaBsIHE Ha CcoumasHara ycsyra TO3u KDPUTEPUI HE Ce
rpoBepsiBa.

HNupukarop HN3TouHNK HA uH( OpManHs

41) Oyukuuonupama pamna win|— HabGmronenne wu  onucaHue Ha

Jpyrd TOAXOAAUM IpHucHocoOeHus | cpeaara

(Hamp. acaHCbOp, NOJEMHHMK) Ha|— JIOKyMeHTH 3a BBBEXJaHE B

MOAXO/AALIO U JIECHOJOCTBIIHO BXOAHO|ekcruioaTanuss  Ha  CHOTBETHOTO

MsCTO KbM yciyraTta TP. ChOPBKEHUE

42) BpatuTe no3BoJsBaT MoOJ3BaHE OT| llpr BEEMONKHOCT, HHTCPBIOTA ¢
oTpeduTeNN

NOTpPeOUTENIn CbC 3aTPYAHEHUS MpHU
NpUJIBUKBAHE — HIMAT I[IParoBe,
OpaBuTe ca Ha JOCThIIHA 32
MOTPEOUTENIUTE BUCOUMHA.

43) IlupoumHata HA  BCHYKH
KOpUJIOPH U BpaTd MO TMBTI Ha
JBHKCHUE MO3BOJISBAT
Oe3MpeIsITCTBEHO TpEeMUHAaBaHEe Ha
WHBAIH/IHA KOJTUYKA.

CtaHpapTt 5: be30nacHOCT U CUrypHOCT

CneunanmsampaHata coumanHa ycnyra TP ocurypsBa curypHa u 6e3onacHa cpepa 3a
notpebutenute wn Ccayxutenute cnopej AencTBalmMTe HOPMaTUBHM  M3UCKBaHWA, KaTo
AOCTaBUMKDBT perynspHo cbriacysa AeUCTBUSATA CU C NPENOPBKUTE Ha KOMMNETEHTHUTE OpraHu.

Kpurepuninc 5.1: [ocTaBuYMKbT Ha couManHata Yyciyra oOcCurypsieBa asapuiiHa W noxapHa

6e30nacHOCT 3a noTpebutenute u CayXxuTenure.
(*) lMpu wu3usano0 Mo6UAHO MPEAOCTaBSHE Ha couuasaHata yc/yra TO3u KpuTepuii He ce
rpoBepsiBa.

HNupuxarop H3Tr0uyHuK HA MH opManus

44) Pazpaboren [lnan 3a 3aumra npu 6eactBus u|— [lnan 3a 3anmTa mpu 6€ICTBUS U aBapUU
aBapuu.

45) VIHTepBIOMPAaHUTE CIYXKHUTEIH ca 3arno3HaT|— MHTepBIoTa ChC CITyKUTETH
CbhCc CBOMTE 3aab/DkeHus nmo I[lmana 3a 3aumral— [lian 3a 3anmTa npu GeACTBUS U aBapuu
npu OeCTBUSA U aBapuu. — Ilporokomum ot mnpoBeaeHu  yd4eOHU




€BaKyal[MOHHU MEPOIIPUATHUS
[Ipennucanuss ©Ha Cayxb6a '"TloxkapHa
0€30MaCHOCT U 3alMTa Ha HaceIeHueTo"

— Toxapuo mocue/Ilpouienypa 3a peakius mpu
ToXxap

46) Nma obGozHnaueHn aBapueH u3xoia, paboremo|—  Ilporoxomu/mpeanucanus ot  Ciyx0Oa
€BaKyallMOHHO OCBETJICHUE. 'Tlo>kappua  GezomacHOCT W 3alMTa  Ha
HacejeHuero"
— HaOmronenue
47) EBakyannioHeH MIaH — MOCTaBeH Ha BUJIHO|— HabOmroneHue

MCTO U B €Abp IJIaH.

Kpurepwmia 5.2: [locTaBUMKbBT Ha coumanHaTa ycnyra npunara npoueaypa 3a CbxpaHeHue 1

M3non3BaHe Ha NoTeHUhanHO BpeaHM BELWECTBA.

(*) lNpu wu3usano0 MoO6GUAHO MPEAOCTaBSHE Ha coumasHaTa yc/ryra TO3u KDpUTEPU He

ce

rnposepsiBa.
HNupuxarop M3Tr0ouHuK HAa MH opManus

48) Hammuna nucmena mpoueaypa 3al— Ilpomenypa 3a cbxpaHeHne U
CbXpaHEHHWE W  U3MOJ3BaHE  HA|M3MOJ3BaHE HA MOTEHIIMAIHO BPEIHU
IIOTEHIIMAIHO BPEJIHU BEILECTBA. BEILECTBA

49) Vilma nucMeHHU ykazaHUs 32 HauWHa
U JI03UpOBKaTa Ha W3IOJI3BAHE Ha
mpernaparute 3a Je3MHQEKIus Ha
pbBLETE Ha CILY)KUTEIINTE,
NOTPeOUTENNTE U Ha TOBBPXHOCTHUTE.

50) Muenm cpeactBa W JPYyru
MOTCHIIMATHO BPEJHU BEIECTBA Ca
SCHO O0O3HAUEHU U C€ CHhXpaHSIBAT B
CHEIHAIHA 32 TOBAa MECTa, KOMUTO ca
HEJIOCTBITHU 32 MOTPEOUTEIHTE.

— HaOmronenue Ha moMereHusaTa
— MHTepBIOTa CHC CITYKUTENIH

Kpurepwuia 5.3: [JocTaBUMKBLT Ha couManHaTta ycnyra npunara lMporpaMa 3a nNpeBeHuMs W nnaH 3a
AeNCTBUe Npu Bb3HUKBAHE Ha ennaeMuyHa cutyauus. JoCcTaBUMKbLT OCUIypsiBa ANYHU npeanasHu

cpeAcTBa 3a CNyXuTenute B ycnyrara.

Nupuxarop H3T0ouHuK HA MH opManus

51) Paspaborena Ilporpama  3a|-— [Iporpama 3a mpeBeHIUS U TIJIaH 3a
NPEBEHLMS U IUIAH 3a JEHCTBHUE NpU|JCICTBUE TNpH  BB3HMKBAHE Ha
BB3HHUKBAHE Ha enuJeMUYHa| enuaeMruyHa CUTyarus

CUTYyalHsl.

52) Bcuuku ciykuTenu ca 3amo3HaTv
¢  pasnuca”ara  [Iporpama  3a
MPEBEHIMA U IUIAaH 3a JICUCTBUE MPHU
BBb3HUKBAHE Ha eNnUuIEMUYHA
CUTYyalHsl.

— JloKkyMeHT, ymocToBepsBall, 4e Ha
CITY)KUTEIIUTE e
mporpaMara

— JIOKYMEHT, yIOCTOBEpsBall, 4e ce
MPOBEXkK/1a TIEPUOINYCH HHCTPYKTAX

mpeaocCTaBCcHa




— MHTepBIOTaA CBC CIIYKUTENH

53) Beuuku cnyxutenu umar audHH|— HabmioneHue Ha moMereHusTa

npeanasHd  cpeictBa —  Macku,|— MHTepBroTa ChC CayKUTEIN
€IHOKpaTHU MPECTHJIKU, PBbKAaBULU U
Ap.

Kpurepwmia 5.4: [locTaBUMKDBT Ha coumanHaTa ycnyra rapaHTuMpa 3akpwuniaTta Ha notpebutenurte
Nnpu HacTbNBaHE Ha MHUMAOEHT, 3acTpallaBall XMBOTa M 34paBeTo Ha noTpeburen.

Nupukarop HN3T0YHNK HA NH( OpMaIUs

54) VYrBwvpmena Ilpouemypa 3a|— Ilpouemypa 3a naeiicTBue mpu
JeficTBUe npu WHIIUJICHT,| MHIIUJICHT, BKIIOUUTEIIHO MPU CMBPT
BKJIIOYUTEIIHO  TNpPU  CMBPT  Ha|Ha moTpebuTen

noTpeduTer.

55) Benuku cnyxutenu ca 3ano3HaTH|— MHTEpBIOTa ChC CIIyKUTENN

CbC CBOMTE 3aAbDKeHUs cbrmacHo|— Ilporokon(u) 3a  mpeampueru
IIponienypara. JIEHCTBUSA U PE3YATATUTE OT TAX

56) IlpoBenen wuHcTpykTax/oOydeHue|— Wudopmanms, moanuca€a oT
Ha CIIY)KUTEJINTE 32 OKa3BaHe Ha MbpBa| pPHbKOBOAUTENS HA ycayraTa

MOMOIII MOHE BEIHBXK npe3|—  Ilporokon(n) oT  TpoBedeH
nocienHute 12 mecena. MHCTPYKTaX/00ydeHune

57) Bcuukm motpebutenu u/munu|— Ilpu npUIIOKUMOCT, HHTEPBIOTA C

TEXHUTE 3aKOHHU TIPEJICTaBUTENH ca
MHQOPMUPAHU 1O MOJXOI] HAUKH 32
pena Ha uHGOPMUpaHe MPHU CiIydail Ha
WHIUJICHT.

noTpeduTeNnu

CraHpaprt 6: NMNoBepuTesIHOCT U CUrypHOCT Ha uHdpopMaumsaTa

CneunanmsmpaHata coumanHa ycnyra TP rapaHTupa B MaKCuMMasnHa CTeneH 3alurta Ha
NOBEPUTENHOCTTA, CUFYPHOCTTA Ha JIMYHUTE AaHHWU N MHbOopMaLumsTa 3a notTpeburenurte.
Kpurepuin 6.1: [loCcTaBuUMKBT Ha couuWanHaTa ychnyra pas3paboTrBa M npuiara MNOAUTUKU U
npoueaypu 3a CUrypHOCTTa U NMOBEPUTENTHOCTTa Ha IMYHUTE AaHHKW 3a noTpeburenute.

HNupukarop HN3TouHNK HA uH( OpManHSs

58) Bcuuku ciaykuTenu ca 3armo3HaTH
C TIOJMTUKATa W MPOUELYpUTE 3a
3alMTa Ha JMUYHUTE JaHHU U ca
HasjCHO C OTTOBOPHOCTHTE CH 32
NOAIbpKAHE HA MOBEPUTETHOCTTA Ha
nHpOpMaIUATa 32 TOTPEOUTETUTE U
TEXHUTE CEMEUCTBA.

— IlucMeHa MONUTHKA W TPOLEAYPH
OTHOCHO 3alMTaTa Ha JINYHUTE JaHHH
1 uHdOpMaIUsITa 33 TOTPEOUTENUTE U
cemencraara

— MHTepBIOTA CHC CITYKUTENIH
Nudopmanus, mnoamnucana
PBKOBOJMTENS HA ycIyrara

oT

59)  Kenaenmte
colfanHara
(pomuTenuTe/3aKOHHUTE
NpeACcTaBUTENU)  ca
Jexmapanus

10JI3BaT
yciayra

Ja

HOAITUCAIN

3a ChbIJIaCuc 3a

— Iloanucanu /lexnapanuu




npenocTaBsHe U 00paboTBaHe Ha
JJUYHU  JAHHU 34  LEeJdTe  Ha
ni3rotBstaeTo Ha MOIT u UTIIT.

Kpurepwuit 6.2: [JoOCTaBUMKBT Ha CcolLlManHaTta ycayra apxuBupa AoCUETaTa Ha noTpebutenute u
M’ CbXpaHsBa CbIMAacHO U3UCKBaHMATA Ha BbTpeluHn NpaBuna 3a apxuBupaHe Ha MHdopMauusaTa.

HNupuxarop M3Tr0uyHuK HA MH opManus

60) Beuuku noxymenTu ce apxuBupar|— [IpaBuia 3a apxuBupane

no IlpaBuna 3a apxuBupaHe Ha|— 3amoBej, ompelenslid ChCTaBa Ha
uHopmarusra. KoMucust ot ciyxutenn Ha yciyrara
3a apXuBHpaHe cb0Opa3HO
BBTPEIHUTE MTPaBUIIA

61) Ilpouemypara 3a 3anmrta Ha|— [Ipouenypa 3a 3anmTa Ha JTUYHUTE
JJMYHUTEC HOAaHHHW Ha HOT‘pe6I/ITeJ'H/ITe JAaHHHU Ha HOTpe6I/ITeJ'II/ITe

ChIbpXKa YCIOBUATA, BPEMETO U pena
34 YHUIIOXKaBaHC HA JINYHUTC JaHHHU.

CraHpapTt 7: Pa6bora c o6wjHOCTTA

PaboTaTa c 06w HOCTTa N CUCTEMHATa KOMYHMKaLMSa Ha crneunanuM3mpaHaTa coumanHa ycnyra TP
C MapTHbOPW, APYrn AOCTaBYMLM, AbPXaBHU W OBWMHCKKM cnyxbun, 6musHec, mMeaum wn apyrum
AOMpuHacAT 3a COUMANHOTO BKJKOYBaHe Ha noTpebutenute B 06WECTBOTO.

Kpurepwmia 7.1: [JocTaBUYMKBLT NpeaocTaBs coulanHaTa ycnyra TP BbB B3auMoAelcTBue C Apyru
AOCTaBuMLUM Ha coumnanHn, obpasoBaTenHu, 34paBHU, KYNTYPHU U APYTU YyCAyTru.

Nuaukarop M3Tr0ouynuK Ha uH opManus

62) Ycmyrute 3a morpedutenute ce|— [IpoTokonu OT MpoBEICHU Cpelm 3a
peanus3upar KoopaumHupaHO ¢ Apyru|koopauHanus va U u geitHocTrTe
JOCTaBYMUM Ha couuanHu yciuyr,|— Ilpermen wHa Ilporpamata 3a
OpraHu3aluyi U UHCTUTYIIUH. IIpeI0CTaBsIHE HA ycayraTta

— UITIT Ha motpebuTenuTe

Kpurepuia 7.2: [JoCTaBYMKbBT Ha couManHaTta ycnyra uMma paspaboTeHa W HannyHa MHdopMauus
3a UenuTe Ha BbHLIHA M BbTPELUHa KOMYHMKaL s,

HNupuxarop M3Tr0ouHuK HAa MH opManus

63) Uudopmanmonnure wmarepuanu,|— HWHdopmaunonHu  marepuanu,
IpeJHa3HauYeHu 3a OOLHOCTTa, Ca|HaJIW4YHU B yciyrara
aKTyaJIHU U ChIbpKAT caMo 0000mmeHa|— Marepuany, noaxo iy 3a JiMna c

MH(OPMAIIKS 32 YCITyTaTa. OTpaHMYEeHMs B 3PEHHETO, CIIyXa W
64) MudopMannonHuTe MaTepranu 3a| 0BOPa H 3a JIHLa € MHTCICKTyalHI
notpebutenure ca B momxopsuy SATPYAHCHHA

dopmaTt, cBHOOpazeH C BB3pACTTAa,




KOMYHUKAaTUBHUTE CIHOCOOHOCTH U

CTENEHTA Ha Pa3BUTHUETO UM.

65) Ilpu mnpunoxumoct, moapodHa|— M3xomasia moia

uHopmanusa 3a ycnyrata (umenu Ha|l—  MudopmanmoHHM — marepuand,
yciayrata U UENeBH TPy, OCHOBHH|HAJUYHU B yciIyrata

NeWHOCTH, opranm3anus,|— Madopmamus, moamucaHa — oOT
CIEI[UATIUCTH U Jp.) Ce MPEAOCTaBsl Ha| pPHKOBOAUTENS HA yCayraTa

opranute 1o HacouBaHe (/JCII,

00IMHA), KaTo MpU HEOOXOIUMOCT Ce

aKTyaJIn3upa.

*

CtaHpapTt 8: ®PvMHaHCOB pecypc

[Jo6po prHaHCOBO ynpaBneHMe Ha cheuuanMsnpaHaTa couuanHa ycnyra TP.

(*) To3un cTaHAapT He ce rNpoBepsiBa, Korato coumanHata ycJsyra u3usano ce ¢uHaHcupa u
ynpas/siBa OT YaCTeH A0CTaBuyMK.

Kpurepmin 8.1: [JoCTaBUMKBLT Ha coUManHata yciayra naaHupa W pasxoaBa GWHAHCOBUTE
CcpefcTBa 3a NpedoCcTaBsiHE Ha couunanHaTa ycnyra TP 3aKoHOCbH06pasHo, ePeKTUBHO, OTUETHO U

OTroBOpHO.

HNuauxatop

H3T0ouyHuK HA MH} opManus

66) ['ogumHuAT pazmep Ha cpeacTBara
3a (MHAHCHUpAHE Ha yciayrara € MpueT
OT OOIMHCKUAS CBHBET KaTO 4YacT OT
OromkeTa Ha oOmMHATa 3a BCHYKH
COLIMAJIHM YCIYTH, JelleTUpaHu OT
JIbpKaBaTa ICWHOCTH.

— Pemenue Ha O6HII/IHCKI/I${ CBBCT

67) TogwimeH TMJIaH W OTYET KbM
oTpeJeNieH MepuoJ Ha CpelcTBaTa 3a

¢uHaHCHUpaHe Ha  yciayrata IO
naparpadu CBHIVIACHO Enunnara
Or0KETHA KTacupuKaIus 3a

CbOTBE€THATa roaMHa.

— bromxerHa OnaHka 3a pasnpenernsHe
Ha Pa3XxoAUTe

— OT4er Ha HallpaBEHUTE Pa3Xxoau
HNudopmanus, mnoamucaHa
PBKOBOAMTENS HA ycayraTa

oT

68) PasMepbT Ha pabOTHUTE 3arjiaTd

Ha CIY)XUTCIUTC CBOTBCTCTBA Ha
Hapenba 3a cTtaHaaptMTe 3a
3anfawaHe Ha Tpyda Ha

CNyXuTennte, OCbLECTBSABALUM
AENHOCTU No NpefoCTaBsAHE Ha

coumanHu Yycnyrm, KouTo ce
dUHaAHCUMpAT OT AbpXaABHUSA
6oaXeT.

— IloMMeHHO IATHO pa3NKCcaHue
— Benomoctu 3a paboTHHU 3aniatu

Kpwurepuia 8.2: MNpy NpunoXmMMocT, Ab/DKUMUTE TaKCU 3a MNoJI3BaHe Ha couuanHaTa ycayra TP oT
notpebutenute ce cbbupaTt peaoBHO B onpeaesneHns 3a notpeburena pasmep n ca oTpaseHn B

cyeToBOAHATa AOKYMEHTaUMA Ha AOCTaB4YMKa Ha ycayraTta.

Nupukarop

H3T0ouHuK HA MH} opMans




69) Pa3mepbT Ha cbhOpanuTe Takcu He|— TakcoBa KHHMTa

HAJXBBPISA pa3Mepa Ha IbIDKUMUTE|— Pazxono-ompaBraTeneH JOKyMEHT 3a
TaKCH. BHECEHA Takca

— Peructep Ha moTpeduTEINTE

70) IloTpeOutenckute Takcu ca|l— YcraHoBsiBaHE Ha Opoii U pa3mep Ha
crOpanu OT moctaBuuka Ha moHe 80%| IBIKUMEU TakCH

3a rmocaeaauTe 12 Mecena. — TakcoBa KHUTA

— Pa3xono-onpaBaaTenHu TOKYMEHTH
3a BHECEHH TaKCH

— Peructbp Ha moTpebuTENUTE

Bb. [locTaBuYMKbT Ha cneuuvanMsvpaHaTa coumanHa ycnyra Tepanua m pexabuwnurauyua (TP)
e ATbXKEH Aa OCUrypu ciegHUTe cTaHaapTy 3a kBanupukauusa n npodecmoHasHO
pa3BUTUE Ha CJIY>KUTEJNIUTE, KOUTO OCbLUEeCTBABaAT AEeMHOCTTA No NpefoCcTaBAHETOo Ha
ycnyrara:

CraHpaprt 9: CTpyKkTypa n KBannbvkaumsa Ha CnyXxurenure

CneuvanmsupaHata coumanHa ycnayra TP ocurypsBa Bb3MOXHO Hal-BMCOKO KayecTBO Ha
YoBEeLLUKMUTE pecypcu, Heobxoammm 3a edeKTUMBHO npeaocTaBsHe Ha ychayrata, CcbobpasHo
HelHaTa crneuundmka.

Kpurepuia 9.1: [JoCcTaBUMKBT Ha couManHaTa Yycayra ocurypsiea AoCTaTb4yHO Ha 6poh u C
HeobxoauMmaTa npodecmoHanHa NoAroToBKa CAYyXUTENN.

HNupuxarop H3Tr0ouyHuK Ha MH opManus

71) 3a BcuukM TO3UMUMM UMa|— AKTyalHM JUIBXHOCTHHM XapaKT€PUCTHKH, MOIMUCAHU OT
paspaboTeHu " o100peHu | paboTOIaTENS U CITY)KUTEITUTE

JU'B)KHOCTHU ~ XapaKTEpPUCTUKU U
(Mpu MPHUIOKUMOCT) C BKIIOUYEHO
3aIbDKEHHE 32 ChACHCTBUE IO WI. 7

ot 33/ler.
72) Haerute Ha TpyaoB nA0roBop|—  JITBKHOCTHH  XapakTEpUCTHUKU,  MOANHCAHU  OT
CITYKUTEIN MOo3HaBaT| paboToMaTENS U CITY)KUTEIIUTE

AITBXKKHOCTHUTC CU XapPaAKTCPUCTUKU. | — I/IHTepBIOTa CbC CIIYXXUTCIN

73) B u3uckBanusTa 3a 3aeMaHe Ha|— JJTbKHOCTHU XapaKTepUCTUKI
JUTBKHOCTUTE ca 3anoxkeHu | — O0sBa 3a HaOMpaHe Ha CITYKUTEITH
CHEMAIIHA YMEHMUS], KaTo:

— yMEHHs 3a BOJIEHE Ha ciy4ail (3a
OTIpE/ICTICHUTE  BOJCIM  CITydas
CITYXKUTEJIH);

— yMmMeHus 3a pabota ¢ YSI3BUMU
IPYIH B 3aBUCUMOCT OT Ipoduiia Ha
noTpeOuTeNIuTe  Karo  JUHa ¢
YBPEKIAHUS, JMIA BB BHUCOK PHCK
OT COLMAJHO M3KIIOYBaHe, Jela B
PHUCK U TEXHUTE CEMEUCTBA U JIp.;

— ymeHusi 3a OBp3a, ajcKBaTHA
peakius ¥ B3eMaHe Ha pEIIeHHE B
CUTyalllsl Ha KpW3a, E€MOI[MOHAJICH
KOH(WIMKT,  OCBIIECTBSBaHE  Ha
KPU3UCHU MHTEPBEHIINHU, YMEHHS 32
aJIeKBaTHO MOBEJEHUE MTpH padoTa ¢
JUIla C arpecMBHO/ABTOArpecMBHO
MOBE/ICHUE U JIPYTH;




— 100pu KOMYHUKAaTUBHM YMEHUS U
yMeHUs 3a paboTa B €KUII — B camara

yciyra " pu

MEXTyHHCTUTYLIHOHAIHO

CBTPYAHUYECTBO u

B3aMMOJICICTBHUE.

74) Benuku HaeTu muual—  JUIe)KHOCTHHM — XapakTepUCTUKU,  MOANMCAaHU  OT

CbOTBECTCTBAT I10 KBaJII/I(bI/IKaHI/ISI Ha
N3N CKBaHUATA, 3aJI0KEHU B
AIBKXKHOCTHUTC UM XaAPAKTCPUCTHUKU.

paboToaTens U CIyKUTEINTe

— TpynoBu nocuera Ha BCHYKH CIYKHTEIN

— MHnuBHayalHa TOAMIIHA OLIEHKA Ha H3I'BJIHEHHWETO Ha
JUTBKHOCTTA 32 BCEKU CITY)KUTEI

75) VHTepBIOMpAHUTE CIYKUTEIU
ca 3amo3HaTH C HOpPMaTUBHATa
ypenda B cdepara Ha COIUATHUTE

ycnyrm 1 3akpunata Ha
NEeTeTo, Kakto U c ETWMYHuMSA
KooekCc Ha paboTtewmte C
aeua n ETMuHma koaekc Ha
cnyxuTtenute,
ocblUecTBABALUM  AENHOCTU
no npenocTaBsiHe Ha
COLMANHN YCNYT .

- I/IHTepBIOTa CBHC CIIYXKUTCIIUTE

76) IllatHoTO  pasmucaHue €
3aI’bJIHEHO Ha MUHUMYM 75%.

77) JlOCTaBUMKBT €  OCHIYpHUI
CIIEIHUTE KATETOPUU CIYKUTEIH B

ycIyrara:
a) CHEUHAIMCTH —  OCHOBHH
CIICIIMAJINCTA, HEOOXOAUMH 34

(GYyHKIIMOHUPAHETO Ha Yyciyrata, H
HpeHop’b‘{I/ITCHHI/I CIICIHNAINCTHU,

0) CITY’KUTEIIH, IMOAITOMAramm
(GyHKIIMOHUPAHETO Ha collMaaHaTa

yciyra.

— JITB)KHOCTHO ATHO pa3lUCaHue:

O  OCHOBHU  CHEUMAUCTU:  COLHAIEH  PabOTHHK;
pexabuIIN TaTOP/KUHE3U TEPaTeBT/IOTOI e/ TPYI0TEPaIIeBT/TIC
HXOJIOT/COIMAJIEH ITeAaror/cuenyaieH neaaror;

O MPU HEOOXOAMMOCT, MPETOPHYUTEIIHH CIECIUATUCTH: apT
TEpareBT; €pProTepareBT; APYTH CICIMUAIUCTH CHhOOPA3HO
cnenupUIHUTE TOTPEOHOCTH HA MMOTPEOUTEIHTE;

O MIPU HEOOXOAUMOCT, MOIIOMATAIM CITYKUTENH : OPHOP

— [JonMeHHO MATHO pa3NucaHue

78) MunumanHuaT Opoil 1O
OCHOBHUTE KaTETOPUH CIIYXKHUTEIH €
cboOpazeH C Opos Ha

notpedutenure B TP.*

(*) Munumanen Opoili Ha JHIaTa,
MoJ3BalM coruannara yciayra — 20,
A MakcUMaJeH Opoit JInIa,
MOJI3BAIM colfhanHaTa yciayra — 50.

- I[J'IT))KHOCTHO AaTHO pa3lruCaHue
— IlonmeHHO MATHO pasIuCaHunue

— KoedunneHT 3a onpeensiHe YUCICHOCTTa Ha CIY)KHTEIUTE
0,3)

79) Bcuuku ciy>KuTenu ca TOAHU U
paBOCIOCOOHM 3a paboTa.

— MenunuHCKM JOKYMEHTH 3a BCEKU CIY)KUTEI — IIpU
MoCThIIBaHe Ha paboTa

— CBHAETENCTBO 3a CHAMMOCT 32 BCEKU CIYKHUTEN — MpHU
MocThIIBaHe Ha paboTa

— CBOTBETCH Ha UTKHKHOCTTA JIOKYMEHT 3a 00pa3oBaTelieH
IIEH3

80) VYcraHOBsIBaHE TEKy4eCTBO Ha
KaJapu 3a mociueaaute 12 mecena —
10 MO3ULIUU U OpOHA.

— JUIbKHOCTHO LIATHO Pa3lUCAHUE

— MHdopmanus, noanucana oT ppbKOBOAUTENS Ha ycayraTa

— Ilpernen Ha CcYETOBOOHM JOKYMEHTH, BEIOMOCTH 3a
paboTHU 3amjaTH Ha CIY)KUTEITUTE

81) Bpoii
JIOTOBOPH/CTIOPa3yMEHHUS

CKIIFOYCHH
3a

— HaGumrofienue u omricanue Ha cpejiaTa
— C4eToBOTHA IOKyMECHTAIUS




HacMaHe Ha nonwiHUTeHN | — MHpOpMaus, moamnrcana oT pbKOBOAUTEINS Ha yCayrara
CITY)KUTEJTH/CTICTTU AT CTH —
(aKTHYECKO CHCTOSIHUE 11O MO3MIIHH
u Opoi.

82) Bceuuxku ciayxutenu ca c|— TpynoBu gocuera

MO CaHU TPYIOBH
JIOTOBOPHU/IOTOBOPH 32 U3BBPIIBAHE
Ha olpeieneHa pabora/3a
IpeJoCTaBsHE  Ha  OIpelesieHa
ycIIyra.

83) Ouenkara Ha ciyxutenute ce|— Dopmyisp 3a orieHKa
U3BBPIIBA BEAHBXK roaumHO H|— [Ipomemaypa 3a omeHka
oTpa3siBa LIETUTE U MEpKUTEe 3a
npodeCHOHATHOTO UM Pa3BUTHE B
TP.

84) Pesyntatute ot onenkata Ha|— llogmucan ot pbkoBoauTens u ciayxutens dopmynsp 3a
BCEKH CIYXHTEN Cce O0OCHKAAT|oLeHkKa
JUYHO.

Kpurepwuit 9.2: lNpoueaypaTa Ha A0CTaBUYMKa Ha couManHaTta ycayra 3a noabop Ha C/yXUTenuTe
onucBa NpoLecuTe U HeobxoaUMUTE AOKYMEHTU 3@ Noabop, HAeMaHe U CKJIlYBaHE Ha JOroBopU
cbC cnyxurtenute (1 aobposonuure). Mpu NPUNIOKMUMOCT, AOCTABUNKBLT NpUBANYA B EWHOCTTA
Ha ycnyraTa CTa)XaHTu.

HNupuxarop M3Tr0oyHuK Ha MH opManus

85) Iponemypara 3a monoop ce crnazpal— [Ipoumemypa 3a mombop Ha
NP Ha3HaYaBaHE HA BCEKU CIY)KUTEI. | CITy)KHTETHTE

86) OO6sBuTe 3a cBOOOAHU paboTHH|— MHTEpBIOTA CHC CIIYKHUTENN

MECTa CbOTBCTCTBAT HA AJIBXKXKHOCTHATA| Hperne):[ Ha TPYIOBU JOCHETa —

XapaKTePUCTHKA 32 BCSKA TTO3HIIHSI. mosummM,  0GSBH  3a  paGoTa,
NpPOTOKOIM  OT  HHTEpPBIOTA  C
KaHT1 TaTCTBAIM 3a pabora,

JIIBXHOCTHHU XapaKTCPUCTHUKU U JIP.

87) Ipu mpriioxumoct, noadopsT Ha|— [lpu mpuIOKUMOCT, Tpoueaypa 3a
JOOpOBOJNIIIM € B CHOTBETCTBHE c|HabupaHe Ha JOOPOBOIIIN
HICMEHa TIPOIeIypa.

88) Ilpu mpunoxkumoct, Qynkuuute,|— [Ipu DpHIOKUMOCT, HOrOBOp C
3aIBJDKCHUSTA W OTPAaHUYCHUSITA Cca|BCEKH TOOPOBOIEI]

pasnucaHd 3a BesKa JOOpoBoIYEcKa
MO3ULIHSL.

89) IIpu HNPUI0KUMOCT, | — CKIIOUEHU CIIOpa3yMeHus ¢ yueOHU
CHTPYIHHMYECTBO C y4eOHU 3aBelleHUsI|3aBeeHus

3a MPOBCKIAHC Ha y‘Ie6HI/I CTa>XOBC€. . Fpa(l)I/II_II/I 3a CTa)XyBaHE

CtaHpaprt 10: PazBurue Ha cnyXxurenure

CneunanmsampaHata coumanHa ycnyra TP npunara edekTuBHa cucTemMa 3a YynpasJjeHue Ha
YOBELUKWUTE pecypcu C NoaxoAasiin Mepku 3a npodecmoHanHa noakpena v JANYHOCTHO pasBuTume
Ha CNYXuUTenute Npu yC/I0BUSA 3@ YYeHe MNpe3 Lenus XunsoT.



Kpurepwuia 10.1: [JocTaBUMKDBT Ha coumanHaTta ycsyra ocurypsiBa ycnosus 3a npodecuoHanHo

pa3BuUTUE Ha CNYXUTENUTE.

HNupukarop

H3T0unuK HA uH opManus

90) CnyxuTtenure UMaT IOCTHII
JI0 TIpOTpaMH 3a KB (PUKAIIHS 1
OOyYUTEIIHU KypcoB€, BKI. U
JTMCTaHIIMOHHU, CHOTBETCTBAIH
Ha pPa3slUCaHUTE UM 3aJIBJIKCHHUS
¥ OTTOBOPHOCTHU B JUTBKHOCTHHUTE
UM XapaKTepUCTHKH.

IIporpama  3a  BBBEXAALIO
HaArpaxJamo oO0y4eHne Ha CIyKUTEIUTE

u

91) [Tpu HEOOXOTUMOCT|— CxitroueHu JIOTOBOPH 3a
JIOCTaBUYUKBT OCBIIECTBSIBA| KBaTU(DUKAIIMOHHU KYypCOBE
apTHEOpCTBA € PASTHEHAL_ ApToGrorpaduu Ha obyunTenn
OOYYMTEIIHH OpTraHU3allUd WU

o0yuuTeny.

92) Cnyxutenute ydactBar B|—  [lporpama 3a  BBBEXIA0O |

HAyJYHO-TIPAKTHYECKH  KypCOBE,
oOMsHa Ha ONUT W/UIU J0OpHU

HaATpaXxaaio O6y‘~ICHI/IC Ha CIIY)KUTCIINTC

— HMueauBuayanHa OI€HKa Ha BCEKH
TpaKTHKN. CITYKUTEI

— Jlpyrvl peneBaHTHH TOKYMEHTH
93) Hammuyna mnporpama 3al— Ilporpama 3a  BBBEXIAO |
BBBOXKJAMIO W  HAATPAKIAIMO| HAATPKAAMO OOydeHHE Ha CIIY)KUTEIUTE

o0Oy4yeHue Ha CITY)KUTEIUTE.

3a HaCTOAIIATa KAJICHAApHAa roJiuHa

- NunuBuayanna OIleHKa Ha
U3ITBIIHEHUETO 3a BCEKU CITYKUTEI

— NupuBuayanHu IJIaHOBE 3a
npodeCHOHATHO pa3BUTHE HA  BCEKH
CITYXKUTEI

Kpurepuia 10.2: [locTaBUYMKbBT Ha coumasiHaTa ycjlyra ocurypsisa BbBexaalm u

Ha,u.rpax(p,au_m/cneu,manm3mpaHM O6y‘—IeHVIH 3a CAy>XUTenuTe.

HNupuxarop H3T0uHuK HA MH opManus

94) Bcuukd ~ HOBOHA3HAYEHH|— [Iporpama 3a BBBEXKIAIIO u
CITY)KUTEIH ca MIPEMUHAH | HAATPaKIAITo 00ydeHHE Ha CITY)KUTEITUTE
BBBEXKIAIIIO oOy4yeHne oT

MUHHUMYM 36 akaJieMUYHU Yaca.

— CnuchK Ha YJaCTHHUIIM U OOYYUTETH OT
MPOBEACHH BBBEKIAIIM O0yICHUS

95) Cnyxurtenure ca npeMUHAIN
npe3 mnociuenHute 12 mecena
crenuaiu3upaHo oOydyeHue Ot
MUHUMYM 24 akaJleMU4YHU Yaca
(3@  OCHOBHHU  CHEIHAIUCTH,
OCBILECTBSABAIIM ~ ACHHOCTH  TIO
PBKOBOJICTBO M TPEIOCTaBSIHE Ha
COLMATHU YCITyTH,
IPENOPBUUTEITHH CHEIUAINCTH U
CITY)KHTEJIH, TIPSIKO aHTOKUPAHH C

— JIOKyMEHTH, YIOCTOBEPSBAIM YCIEUIHO
IIPEMUHAIH o0y4yeHus (Hamp.
cepTH(UKATH )

— [louMeHHO ATHO pa3nucaHue




00CITy’)KBaHETO Ha
MOTPeOUTENUTe) U MUHUMYM 12

aKaJJeMUYHU qaca 3a
CILY)KUTEIINTE, MOATIOMaramnm
(GyHKIHOHUPAHETO Ha

conrajiHaTa ycliyra.

96) NnTepBronpanute ciayxutenu|— MHTepBIOTa ChC CITYKUTETU
IIO3HaBar cBoutTe MHIMBUIYyaIIHU

— NupuBuayanHu IJIaHOBE 3a
MIaHoBE 33  TPOQECHOHATHO npodeCHOHATHO pa3BUTHE HA  BCEKH
pa3BUTHE. CoTyKHTEN

97) PpkoBoguTensT Ha ycinyrata e|— JIOKyMEHTH, YOCTOBEpsBAIM YCIEIHO
IpeMHHaN Mpe3 MociegHuTe 12| npemMuHanu 0o0y4yeHus (Hamp.
Mecela IOoHE eIHO oOy4deHue,|cepTruduKaTh)

CBBP3aHO  C  YIPaBJICHCKUTE

(GyHKIUH.

Kpurepuit 10.3: [locTaBUMKBT Ha colMasnHaTa ycsyra ocuUrypsiBa Ha CnyxuTenure
npodecroHanHa nogkpena 4ype3 HaCTaBHMYECTBO, MpynoBa v MHAMBMAyanHa Cynepeu3ng.

Nupuxarop H3Tr0ouyHuK Ha uH opManus

98) Bceexu HOBOIOCTBITUJI| — 3all0Be/ 3a OlpeiesIssHe Ha HACTaBHUK
CIIykuTen 0e3 ONUT B CHUCTEMAaTa
Ha COIMAaTHUTE YCNYrn uMma
Ha3Ha4eH HaCTaBHUK,
onpeageneH 3a nepunog He

Mo-KpaTbK OT 6 Meceua OT|— MHTepBio ¢ pHKOBOINTENS HA yCIyraTa
AJaTaTa Ha Ha3Ha4aBaHe.

- I[OCI/ICTa Ha HOBOITOCTBHIIUJIN CIIYXKUTCIN
0e3 omuT B CcHCTEeMara Ha CconuaIHU

YCIIyTH

— Ilpy OpuIOKMMOCT, HHTEPBIO C
OTpe/IeNIEHUs] HACTaBHUK

99) Cnyxurenute ca npemuHanu|— ['paduk Ha cynepBuznuTe
IPYIOBa CyllepBU3Us — Ha BCEKU 3
Mecena (3a  mociemHuTe 12
Mecera).

— Tlporokonu/oTyeT OT MPOBEICHUTE
CYNEpBU3UOHHU CECUU

— ABTOOMOrpadguu Ha CHENUATHCTUTE TI0
cymepBu3us  (HE3aBUCHMO  Jald  Ce
npenocTaBs NpsSKO OT JIMIE, WJIU OT
BBHIIIHA OpraHU3aIus)

100) CnyxuTenuTe ca mpeMUHAIN
WHJIUBUIyalIHA CYNEpPBU3US — OT
BBHIIICH 3a yCIyrata CIEeIHaIucCT
— Ha Bceku 4 wmecema (3a)_ JloroBopr ¢ BBHIIHU CHEHHATUCTH
nocienHuTe 12 mecena). W/MIW  JOCTAaBYMLM HA YCOYyTd  TIO
CynepBH3HUs

B. loCTaBUMKbT Ha cneuyuanmsmMpaHaTa coumanHa ycnyra Tepanusa u pexabunurauus (TP)
€ ANTbXKEH fia OCUrypy ClleAHUTEe CTaHAapTM 3a e(peKTUBHOCT Ha ycJlyraTta C orsea Ha
NOCTUrHaTUTE pe3ysiITaTyv 3a IMLaTa, KOUTO Sl NONI3BaT, B OTroBOp Ha NoTpebHocTUTe nM:

CraHpaprt 11: YnpassieHue Ha cnydan

CneunanmnsampaHaTa coumanHa ycnyra TP ocurypsiBa edekTMBHO YyrMpaB/eHMe Ha ciiyyas 3a
BCEeKM noTpebuten cbobpasHO HeroBute WHAMBMAYANHM MOTPebHOCTWN, pecypcu Wn XKenaHus.
Ycnyrata ocurypsiBa y4acTUETO Ha noTpebutennte n/vinm TexHUTe 3aKOHHW npeacTaBuTenn B
npoueca Ha OueHKa, naaHupaHe, NnpeAocTaBsHe U OLeHsiIBaHe Ha NMOCTUrHaTUTE pesynaTaTw.
Kpurepwuia 11.1: HamBmnayanHaTa oueHka Ha noTpebHocTute (MOM) Ha Bceku noTpebuten ce



M3roTed B CpoOK OT MynTunanCcuuniMHapeH ekKun, CbCTaBeH OT He MNMOo-MaJiIKkO OT ABaMa CNYyXUTenu,

Nno yTBbpAEHUN OT AOCTaB4YMKa HACOKMN.

HNupukarop

M3Tr0ounuK Ha M opManus

101) Beuuku norpedburenu ca npuetu
B yciayrata cnopen Ilpounenypa 3a
pHUeM Ha MOTPEeOUTENH.

[Ipouenypa 3a Ha

noTpeduTeNnn

IIpUeM

— I/IHTepBIOTa CbC CIIY)XKHUTCIIN

102) JlocTaBUMKBT € pa3paboTUI U

YIBBPAUJI HACOKM 3a M3IOTBSHE Ha
HOII.

— Hacoxu 3a usrorssae gaa UOIT

103) Hacoxute 3a HOII BrmrouBar
oblmacTh ¥ METOJM Ha OIICHKa,
NPEAXOJHU OIEHKU, pe3ylITatd oT
EKCIIEpPTHU3H.

— Hacoxu 3a UOI1

— HWOII Ha noTpebutenure

104) Benuku MOII ca pa3paborenu ot
MYJITH I CIHUTLTHHAPHU eKUTIH,
CBbCTaBEHU OT HE IMO-MaJKO OT JBama
CIIEHATHCTH.

— HWOII na notpebutenure
— JIOKYMEHT, OIpeAesil] 4YJICHOBETE
Ha MYJITUIMCUUTUIMHAPHUS EKUTI

— HpI/I MNPpUIOKUMOCT, CTAHOBHIIA Ha
BBbHIIHU CIICIUAJINCTH

105) HOIl wa mnotpebutenure ca
pa3paboTEeHU U aKTyalu3UpaHU B CPOK.

— IIspBute UOII ca pazpaboTeHn BHB
BB3MOXXKHO Hal-KpaThK CpOK (crmopen
CHEINHOCTTa Ha cly4as), HO HeE
Ho-KbCHO oT 20 IHM OT HayvajlHarta
JaTa Ha 3asABSBAHE Ha >KETAHUETO Ha
JULETO 3a MOJ3BaHE Ha yciayrara oT
n30paHus OT HEro JOCTaBUMK

HNOIl Ha mnotpebutenure ca
aKTyaJIU3upaHU B CPOKOBETE,
ompeaeseHd B wi. 33, an. 3 WM 4.
34, an. 1 ot ITI3CY

106) 3a Bcuuku mnOTpeOUTENH ca
HamuuHu noanucann  MOII
YJICHOBETE Ha MYJITUIUCIUTIITMHAPHUS
exun u norpedbutens (Hax 18-roaumma
BB3PACT) WJIN OT POAUTEINS/3aKOHHUS

ot|

npeacTaBuTel (3a aeua).

— HOII na norpebutenure

[Ipy HamuuMe — MNPOTOKOIU OT
npoleca Ha 00ChK/1aHe

Kpurepuia 11.2: UMMM, KoiATO € HepasaenHa JacT oT [JoroBopa 3a Mos3BaHe Ha COoLManNHK
YCNyru, Ha BCeKM NoTpebuten ce U3roTes B CPOK OT MYATUAUCUMMAIMHAPEH €KUM C y4YacTUETO Ha

notpebutensi/3akoHHUs npegctasuten n otpasasa MVOI.

Nupukarop

H3r0ouHuK Ha uH opManus

107) Becuuku UIII ca usrorBeHmn
OT MYATHUIAMCIUTIINHAPHUS EKHII,
u3Bbpum1 MOIL

— UIII na notpeOutenute
— JlokyMeHT, ompezensi 4YJIEHOBETE Ha

MYITUIUCTHUTIIIMHAPHU A CKUTI

— IIpoTokoau OT mporeca Ha U3rOTBSHE HA
UTIIT




108) UIIII na motpebutenute ca
pa3paboTeHN W aKTyaJU3UPaHH B
CPOK.

— IIspBute UIIII ca pa3paboTeHn BBHB
BB3MOXKHO HaM-KpaTbK CpoOK (cropen
CHEIHOCTTA Ha Cily4asl), HO HE MO-KbCHO
or 20 gHM OT HavajgHara JgaTa Ha
3asBsIBAHE HA JKEJIaHUETO OT JIMIETO 3a
MoJ3BaHe Ha Yyciyrara oT u30paHus ot
HETro JOCTaBYUK

UIIIlI na  morpebutenute  ca
aKTyaJIM3UpPaHU B CPOKOBETE, OMPEICICHU

B wi. 33, am. 3 wiam un. 34, am. 1 ot
[3Ccy

109) Crpykrypata u
CBABPKAHUETO Ha 218181
OTTOBapsAT Ha M3UCKBAHMATA Ha
HOpMaTHUBHATa ypenda u
ChIbpXKAT KOHKpETHH,
PEUINCTUYHU U U3MEPUMH IIeNH
U pe3yNTaTH.

— Cpappxarenen npernea Ha Becuuku UIII
Ha MOTpeOuTEeNnTe

— CpaBHUTENEH Tperse Ha MPOU3BOIHO
n30panu UIII na none 5 morpedurenu

— MHTepBIOTa CBHC CAYKUTETH

110) 3a Bcuuku nmorpedutenu ca
Haymuan nomnucanu UINIT — ot
YJICHOBETE Ha
MYITAIUCIUTUIMHAPHAS CKUTT U
notpebutens (Hax 18-rogummma

— WUITII na notpeburenure

— IIpu Hamuume — TPOTOKOIM OT Tpoleca
Ha 00CHXKIaHe

BB3pacT) W oT

POIUTEINSI/3aKOHHU S

Mpe/ICTaBUTEI (3a JIe1a).

111) [Iperneganute NI — Ilpernen na UIIII cve crorBeTHH MOII
JEMOHCTpHUpAT BpB3Ka ChC

CBOTBETHOTO NOIIT Ha

MOTPEOUTEIIS.

112) 3a Bcuuku norpebutenu ca|—  Ilpermen wHa  JloroBopure  Ha
HaJTMYHU JloroBopu (c| moTpebuTenUITE

npusioxkeHu cboTBeTHH  UIII),| Mpu mpunoxuMoct, 3amosex  3a
TIOJITACAHI —OT JIOCTABUMKA  HA| vy nyomompBane Ha  COyKdTeN  Ja

ycayrata ¥ TOTpeOUTeNs W/Wiu
HETOB 3aKOHEH MPEACTABUTEIL.

noanucsa Jlorosopu

113) Crpykrypata u
cpabpKaHueTro Ha JloroBopute

OTrOBapsT Ha W3MCKBAHMATA HA
HOpMaTHBHAaTa ypenoa.

— CpabpxkareneH nperien Ha JloroBopure
Ha OTpeOUTENnTE

Kpurepuia 11.3: MpekpaTsaBaHe Ha NON3BAHETO Ha coumanHaTta ycnayra TP 3a noTpebutenute

CTaBa cnopej ycnoBudaTa Ha Aorosopa.

HNuauxatop

H3r0ouHuK Ha uH opManus

114) 3a Bcuuku ciaydau Ha
IpEeKpaTsBaHe Ha IOJI3BAHETO Ha
yciryraTa CbOTBETHUTE TIOKYMEHTH
(axryamusupann  HMOIL, UIIII
npernopbk  unum - Jloknax  3a
OLICHKa Ha IIOCTUTHATUTEC

— U3xonsia noia

— Jloxmangu 3a olleHKa Ha MOCTUTHATHUTE
pe3yiTaTi ¢ MPEernopbKU Ha CIy4aeH

¢ MPUHIIUII




pe3ynTtaTd ¢ T[pPEenopbku) ca
MPEIOCTaBeHW Ha HACOYBAIMS
oprad (JICII nnm oOumHa).

115) Bcesiko MpeKpaTaBaHe| — JlokymeHTH, YIIOCTOBEPSIBAII
IIOJ3BAHETO Ha  ycioyrara ce|IpekparsBaHe I10J3BaHETO Ha yciyrara
JIOKyMEHTHA.

— Peructbp Ha motpedburtenure

CraHaaprt 12: fleiiHoCTH 3a Tepanus U pexabwiurauusa

[erHocTuTe B CcneumanusmpaHaTa couurasHa ycnyra TP ce ocHOoBaBaT Ha HageXAHN Hay4YHU
NPMHLMAN N AOKasaTencTsa, cbobpaseHn CbC crneundmkuTe Ha TepanesTuUyHaTa n/vnm
pexabunutaumMoHHaTa NpakTMKa U C MHAMBUAYanHUTE NOTPebHOCTH, XKenaHna N MHTepecn Ha
notpebutenure.

Kpurepuin 12.1: [locTaBuUMKBT Ha counanHata ycJliyra oOpraHusupa npeaocTaBsHETO Ha
TepaneBTUYHUTE U pexabunnTaunmoHHUTE JAerHOCTM 3a noTpebutenute cnopen A[obpute
CbBpeMEHHM 3HaHus B MpaKTUKWTE 3@ pas3BuBaHe, Bb3CTAHOBSIBAHe, noaAbpXaHe win
nogobpsiaHe Ha yMeHusi, nogobpsiBaHe Ha dusmyeckata cuna M OYHKLMOHANHOTO 3apaBe
(n3BBH 0bxBaTa Ha MeauUMHCKaTa pexabunurauus) Ha noTpeburennte crnopea TsxXHaTa Bb3pacT,
cneundunyHn NoTpebHOCTM, CTeneH Ha puckKa, BUA Ha YBPEXAAHETO W MHAMBUAYASTHATE UM
ocobeHoCTH, KaTo ce cbobpassaBa C TAXHaTa 3asBKa M XenaHue.

Nuauxarop H3T0unuK HA MH opManus
116) PpxoBomuTensTr Ha yciyrara|— Wudopmanus, MOJIKCAaHa oT
TP IMOCOYBa HAyYHUTE| pbKOBOJCTBOTO HaA yCiayrara

MTOIXO/TH/MOICITIN, TIPUJIaTaHu TIPH
MpeoCTaBsiHE HA yCIyraTa.

— MHTepBIOTa CBHC CAYKUTETH

117) HuTepBronpanure
CIIy)KMTEIN IO3HAaBaT HaydYHUTE
MOJIXOT1/MOETIH, KOWUTO
npuiararT Mpu IpeloCTaBsSHE Ha
yciyraTa.

118) UIIIT na Bceku motpedbuten|— Jocuera Ha moTpedUTETUTE
BKITIOYBA CBHOTBETHUTE
TepaneBTUYHU JCHHOCTH,
MMOJX0 T U (popmara Ha| - ['paduiiu 3a paboTa c moTpeduTEIUTE
npenocTaBsHe  (MHIWBUyalTHA,
rpynoBa, MoOHIHA Gopma).

— UIIIT va notpeOutenute

119) UIIII Ha Bceku moTpedOuTEN
BKJTIOYBA CBHOTBETHHTE
pexaOMIMTAallMOHHN  JIGHHOCTH,
noxxoqu W (Gopmata  Ha
npenoctaBsiHe  (MHIWBHUIyaTHa,
rpynoBa, MoOMIHA Gopma).

120) Vcnyrara pasmomara ¢ (u|— IlucmMenwm  JOKyMeHTH  —  Hamp.
npuiiara) HacOKM 3a OIleHKa Ha|HAacOKM/PBKOBOACTBO 32  OIEHKAa Ha
notpebHoCcTUTE Ha moTpeduTenu|norpednoctute ot TP

ot TP u TaxHOTO IpenocraBsHe. | MOTI Ha notpeduTenuTe

121) Yenyrara ce npenocras no|— [Iporpamu Ha yciyrata
MHCMEHO pa3paboTeHu oT
JIOCTaBYMKa MIPOrpaMu ChOOpPa3HO
noTpeOHOCTUTE Ha  LEJICBUTE

I'pyIH.
122) Heiitnoctute c|- [IlucmMenum  JTOKyMEHTH —  Hamp.

— MIHTEpBIO C pPPKOBOAUTEIISA HA yCayrara




NOTPeOUTENINTE CE€ TIOKyMEHTHUPAT.| IpOTOKOIU, (OpMYIIsIpU 3a pa3BUTHE Ha
cily4asi, KapTy U JIp.

— UIII na notpeOurtenute

123) Ilepumoanuen npernen Ha|— WU Ha noTpedbutenute
IIOCTUTHATUTE PE3yITATH 32 BCEKU

— IIporokonu ot npernean Ha UIIII
OTPEOUTEII.

124) Bcexku cimyxuten ydactBa B|— JJOKyMEHT, yOCTOBEpSIBAII] POBEXKIAHH
eKUITHU CpelM 3a 00ChXkKJaHe Ha|eKUITHH CPEIH

paborara ¢  MOTpeOUTENHTE
(MUHUMYM 2 TBTHU B MECELa).

Kpurepwmia 12.2: [JocTaBYMKbBT Ha couMasiHaTa ycJyra no3HaBa OrpaHMYeHUsITa Ha ycsyrata u
MMa npoueaypa 3a MHdopMmpaHe 1 CbBETBAHE Ha NoTpebutenute 3a Apyrn noaxoasim ¢gopmm
Ha noAkpena, Korato notpebHocTUTE UM HaaBuwasaT obxBaTa Ha ycnyrute.

Nupukarop HN3T0YHUK HA HH() OpMaAIUA

125) VYcmyrata uma mnucmena|— [lonmutuka 3a uH@oOpMHpaHe Ha
NOJMMTHKA 3a WHGPOPMHUpaHE H|mOTpeOuTENNTE U HACOYBAIMTE OPTaHU 32
chleiicTBUe Ha moTpeduTenute,| 00XBara U IMMHUTHUTE Ha yciIyrara

KOraTO TEXHUTE MOTPEOHOCTH He

— MHTepBIOTa CBC CITYKUTEIIN
Morar ga Obgar  aJeKBaTHO

OCPETIHATH. — llpu DpUIIOKUMOCT, HMHTEPBIOTA C
126)  TonuTukata  BKmousa|1OTPEOHTENH

KpPUTEPHUH 3a

WHPOPMHUPAHE/ChBETBAHE 3a

npyru GopMH Ha MOAKpETa.

CtaHpapT 13: B3aMMOOTHOLUEHMUS] NOTpPeburenu - CayXxurenm

CneumanusmpaHata coumanHa ycnyra TP cb3gaBa cpefa W yC/ioBMSI 3@ WM3rpaxkaaHe Ha
OTHOLUEHUSI, KOUTO Ce€ OCHOBaBaT Ha B3auMMHO JoBepue, NpPodeCcnoHaNHO OTHOLIEHNE U 3a4yuTaHe,
M Ccb3gaBaHe Ha npodecuoHanHM rpaHvumM B obuwyBaHeTo. Cnyxutenute obwyBaT C
noTpebutenute cbobpasHO Bb3PACT, 0COBEHOCTU B KOMYHMKALMATA U HMBO Ha WHTENEKTyasHO
pa3BuTHe.

Kpurepuin 13.1: [JocTaBYMKbBT Ha couManHaTa ycnyra pa3paboTBa M npwunara siCHM npaBwuna Ha
obLLyBaHe W MOBeAEHME MeXAY CNyXUTenute u notpebutenute, Npu KOUTO JIMYHUTE FpaHULU U
0CO6EHOCTM Ca YBaXXEHU N 3a4eTeHMU.

Nupuxarop H3r0ouHuK Ha uH opManus

127) HNurtepBronpanute|— Habmonenne
CIY)KUTEIH JaBaT TMpPUMEpPH 3a

: — MHTepBIOTa CBC CITYKUTEIIN
B3aUMOJICICTBHE TOMEKIY CH H C

nOTpeOuTeNNTE. — [IpaBUIIHMK 32 BBTPEIHUS el

128) [Ipu npuiIoxumoct,| — Habmonenne

WHTEPBIOMPAHUTE TOTpeOuTenn| TIpi MPUJIOKHMOCT, HHTEPBIOTA C
CIOJEIAT npuUMepH Ha ;1 orpeGuTemH

B3aUMOJICHICTBHE IOMEXKIY CHU U
ChC CIYKUTCTUTE. — IIpaBUIHUK 3a BBTPELIHUSA e




Kpurepwmia 13.2: [locTaBYMKbBT Ha coumanHaTa ycnyra paspabotsa v npunara lMpoueaypa 3a

AelCTBME NpuY NposiBa Ha HEMPUEM/IMBO MOBEeAEHME OT CTpaHa Ha noTpeéuTen.

Nupukarop HN3T0YHUK HA HH() OpMaAIUA

129) JlocTaBUUKBT uma|— Ilponenypa 3a nelictBue nmpu mposiBa Ha

pazpaborena  Ilpomeaypa  3a|HEMPHEMIMBO TOBEJCHHE OT CTpaHa Ha

neiicTBue mpu  mposBa  Ha|morpeduTen

HEMPUEMIIUBO 6r1013eneHHe OT|_  Jlokyment, ymocToBepsBam,  ue

CTpaHa Ha HOTPCOUTEI. moTpeduTeNar ¢ 3amo3Har ¢ llpaBmiHEKa
3a BBTPELHUS pell

130) Nma MUCMEHU

JI0Ka3aTesCTBa, 4e MoTpeOnuTEennTe
Ha yciyraTta U TeXHHUTe OJHM3KU ca
3ano3Hatu ¢ [Ipouenypara.

— MHTEpBIOTA CHC CIYKUTEIHN

[lpn nmpuIOXRMUMOCT,
noTpeduTenu

HHTCPBKOTA C

131) WIII na mnotpedbutenure
ChIbpKAT uHdopmarus 3a
OpoOJeMHO MJIM  cHeru(UIHO
MOBE/IEHUE, KOETO UMa HYXKIA OT
CIIELUAJIEH OTIOBOD.

— UIIII na notpeOurtenute

— MHTepBIOTa CBHC CAYKUTETH

[lpu npunoxumocr,
MOTpEeOUTENH

HHTCPBIOTA C

132) IlpunoxxeHUTE MEpKU IO

— Jlocuera Ha moTpeOuTENNTE

[Iponieaypara ca peructpupanu B
JIOCHETO Ha MOTPeOUTEIHTE.

Cranpaprt 14: NpaBa v 3akpwia

CneunanmsmnpaHata couuanHa ycnyra TP ocurypsBa Ha noTpebutenute ycnoBus 3a CnasBaHe
npagata Ha noTpebutenuTe, BK/OYUTENHO MPaBOTO Ha 3aKpuna Ha JWYHOCTTA. YcayraTa
ocurypsiea 3awumra Ha noTpebutenute OT BCAKakBu dopMm Ha Hacwunme, 3noynotpeba wu
HebpexHOoCT. [JocTaBuUMKBLT MHGOPMUpa U MoaKpens noTpebutenute Aa u3pas3saBaT MHEHME MO
BbMPOCK, KOUTO MM KacadaT WM TPEBOXAT, U Aa MoJlyyaBaT CBOEBPEMEHEH OTFOBOP Ha THAX.
Kpurepuia 14.1: [locTaBUYMKBT Ha couuasHata ycjlyra no3HaBa W cnasBa npaBaTa Ha
notpeburenure.

HNuauxatop

133) Benuku CIYXKUTENH
mo3HaBaT Konennusara va OOH
3a TpaBaTa Ha JETETO W/WMIN
KouBenmmuara ©Ha OOH 3a
mpaBaTa Ha Xopara ¢ YBpPe:KIaHUsL.

H3r0uyHuK HA uH opManus

IIporpama  3a
HaArpaxjaanm o0yuyeHus

u

BBBEK A0

— MHTEpBIOTa CHC CIIYKUTEIIN

134) locTaBuuKbT € B cheTosiHUE|— MH(pOpManmoHHN MaTepuanu
Jla TpEeJICTaBU JOKa3aTeNICTBA 3a
3aYyUTaHEe Ha IPaBOTO HA MHEHMUE,
n300p W 3a4MTaHE Ha JIMYHOCTTA
Ha noTpeOuTeNnTe npu

IIPEIOCTABSHE HA ycIyraTa.

— I/IHTepBIOTa CBC CIIYXXUTECIN

[Ipu npuIOKUMOCT,
MOTpeOUTENH

WHTEPBIOTA C

— MIHTEpBIO C pPPKOBOAUTEIIA HA yCayrara

Kpurepwuit 14.2: [locTaBYMKBT Ha couManHaTa yc/lyra rapaHTMpa B MakCUManHa CTeneH
3aynTaHe IMYHOTO AOCTOMHCTBO Ha NoTpebutenure 1 3awmTa oT 3710ynoTpeba n Hacunue.



HNuaukarop H3T0unuK HA uH opManus

135) WurtepBroupanute|— Ilpomenypa 3a momaBaHe Ha XaioOu,
noTpeduTenu M03HaBaT| mpeacTaBeHa no JOCTBIIEH 3a
[lpouenypata 3a mojaBaHe Ha|moTpeOuTenUTE HAUUH

xKayou.

— llpm DpUIOKUMOCT, HMHTEPBIOTA C
oTpeduTeNn

136) Bcuwukum  momaneHu  B|— Permctwp 3a sxanbute
nocneguuTe 12 Mecera kaadu ca
HaHeceHM B  Peructep  3a
JKaIouTe.

137) Bcuuku  momaaeHu — B|— 3amoBel Ha PBKOBOAUTENS Ha yciyrara
nocineqHuTe 12 Mecena xandu ca|3a cb3naBane Ha Komucus
pasmiielaHd U ca TPeAsokKEeHH

— Jlocue 3a Bcska jkanba (omucaHWe Ha
pemenus or Komucusta 110

>I<an6aTa, MNpOTOKOJIMXM MW PCHICHUA OT

Kayonre. 3acenanus Ha Komucusira)
— Joxnan Ha KoMucusTta 10 ppKOBOAUTENS
Ha yciyrara
— OTroBop 10 xandormnoaarens
138) NurepBronpanute|— [Ipoueaypa 3a CUrHanu U JOKIAJBaHE HA
CITY>KUTEIH M03HAaBaT| ciyyau Ha HacUiIHe

[Ipouenypata 3a cUTHAIX H©
JOKIaJBaHE Ha  ciaydad Ha

— PCFI/ICT”bp Ha CHIHAJIUTC HN TAXHOTO

pa3BuTHE
Hacujue.

— MHTEpBIOTA CHC CITYKUTEIIN
139) WnrepBronpanure|— Ilpn NpHIIOKUMOCT, HHTEPBIOTA C

noTpeOuTeNI ca 3alo3HaTH  c|moTpeduTenn
IpaBOTO CHM Ha 3a0MTa OT
BCSIKAaKBU (OpMU Ha Hacujiue M

310ynorpeoa.

140) [Ipu He00X0MMMOCT|— Y 1ocToBepeHue OT 00ydIeHIE
CITY’KUTCINTC TIpeMUHABAT) HHuTepBrOTaA CBC CIYKUTEINTE

BEHBXK TOJUIIHO OOydeHHE 3a

3aKpHJIa OT HaCUJIUE. - HNudpopmarnus, noAmnyucaHa oT

PBKOBOIUTCIIA HA yCJIyrara

141) Ha BugHo wmscto e|— HabmoneHue Ha cpenara
nocraBeHa uHdopmanus 3a HTJL/]
116 111 m cnemmHa TtenedonHa
guHus 112.

Kpurepwuit 14.3: [locTaBYMKBT Ha coumManHaTa ycjyra cb3faBa yC/i0BUSl 3@ M3CNyLUBaHe
MHEHMETO Ha noTpebutenute B NpoLeca Ha NpeAoCcTaBsAHe Ha ycJlyraTa, KaTto rapaHTumpa, Jye
n3paseHuUTe MHEHUS Ha noTpebuTenute HaMa Aa AoBeAaT A0 HeraTUBHM MOCNEeACTBMUS 3a TAX.
JOoCTaBUMKBT MOAKPENs ydacTUeTo Ha noTpebutenuTe BbB B3EMAHETO Ha peLleHns No BaXXHW 3a
TSAX BbMPOCHK.

Nupauxarop H3Tr0ouHuK Ha uH opManus




142) MHuenunero Ha|— UOII na motpeburtenute
noTpeOUTENINTE C€ W3CIylBa U
3a4nTA.

143) Ha norpeGurenure cbc|~ 1IpM  TIPUIOKHMMOCT, HHTEPBIOTAa C
3aTpyqHEHa KOMYHHUKalHsi ca noTpeduTeny

OCHTYPEHH  BB3MOXKHOCTH  Jia
u3pa3sBaT MHEHUETO CH M Jia ce
3aIM03HAAT C B3ETUTE PEIICHUSI.

— UIIIT va notpeOutenute

— M3non3Banu MaTepuamu/moaxo 1

144) Ha MOTPEOUTENNTE,
IIOCTaBeHH TIIOJ 3alpelieHne, ca
OCUTYPEHH  BB3MOXXHOCTH  Ja
u3pa3siBaT MHEHWE 10 BCHUYKA
BBIIPOCH, CBBP3aHU C MOJ3BAHETO
Ha yciryrara.

Kpurepwuit 14.4: [locTaBYMKbT Ha couManHaTa ycsyra TbpCuM aKTUBHO MHEHMETO Ha
noTpebutennte uamM TeEXHUTE 3aKOHHW NpeaCTaBUTENN NPU OLEHKA HA U3MbJIHEHMETO Ha
MNporpamaTta 3a pa3BuUTUE Ha KAyecTBOTO.

HNuaukarop H3T0ounuK HA uH opManus

145) Pazpaborenu|— ®opmu/marepuanun 3a TbpCEHE Ha
dopmu/mMaTepualii 32 ThPCEHE Ha| MHEHHETO Ha MOTPeOUTETN

MHEHHETO Ha MOTpebuTeNHTe. — IIporpama 3a pazBuTHE Ha Ka4eCTBOTO

146) Bcexu morpebuten (3akoneH|— [lpu mpuiaokuMocT, HHTEPBIOTA C
MpEeACTaBUTEN) € Jan oOpaTHa| moTpeduTenu
BpB3Ka 3a CBOSITA

— Ilpy mpUIOKUMOCT, BBIPOCHULIUTE Ca
aZanTUpaHy 3a JULA C OIpaHUYECHUSA B
3pEHUETO, CIIyXa UM IOBOpPA U Ha JIMLA C
MHTEJIEKTYaJIH! 3aTPyIHEHUS

YIOBJIETBOPEHOCT oT
IIpelocTaBeHaTa IOJKpena IpHu
MpeKpaTsBaHe Ha ycilyrara.

— Hamuuna o6o00meHa wHpoOpManus OT
MPOYYBAHETO

147) Ilporpamara 3a pazButue Ha|— ChabpxareneH npersien Ha [Iporpamara
KayecTBOTO Y [OAMLLHUAT]3a pa3BUTHE Ha KAYECTBOTO

otyeT kbM AKCY oTpassaBar
NMOCTUTHATUTE PE3YNTaTU OT
Npoy4YBaHETO Ha
YAOBJIETBOPEHOCTTA. — Tomgumen ortyer ¢ 0000ImEHA
nHgopmanus (keM 31 mapt 3a AKCY)

— CpappxaTelieH nperies Ha o0o0menara
nHpopMaIUs OT IPOYYBAHETO

CraHpapt 15: BzaumogeiicTBue M noakpena 3a poaurenure/6nmskure Ha notpeburenure

CneuvanmsupaHata coumanHa ycnyra TP HacbpyaBa W OCbLECcTBABa B3auUMOAEUCTBME C
poauTenuTe/3aKoHHUTE npeacTaBuTenn Ha notpebutenute. Poautenute n 6amMsknTe Npyu U3SBEHO
»XeslaHue non3saT nogkperna oT ycsyraTa.

Kpurepuia 15.1: [ocTaBuMKbT Ha coumanHaTa ychayra npunara QopmanHu 1 HedopMaiHu
noaxoAn 3a BKJ/OYBAHE HA poOAUTENUTE/3aKOHHUTE MpeacTaBuUTeENu B NpeoCTaBSAHETO Ha
ycnyrata npuv SCHUM npaBuna 3a B3aMMOAENCTBME U CMOAEeNIsHE Ha MHEHWEe MO OTHOLWEeHME Ha
noakpenara.

Nupauxarop H3Tr0ouHuK Ha uH opManus




148) Mudopmanusra 3a ycmyrara|— HaGmonenue
(Bmx Kpurepuit 7.2) cpabpxka
ONMCAaHHE Ha MOAXOAUTE U
JNEWHOCTUTE 3a TMOJAKpena Ha

— HWudopmammss 3a ycmyrata  (BUXK
Kpurepuii 7.2)

POAMTENNTE/3aKOHHHUTE — MHTEpBIOTA CBC CIYKUTETU
pEeICTaBUTENH Ha

MOTPEOUTENNTE.

149) [Ipu U35BEHO ot|— UIIII Ha noTpebuTenure
POAUTENHTE/3aKOHHUTE — MHTepBIOTa CBHC CAYKUTETH
NPEACTaBUTENN  JKEIaHHE  3a

noxkperia  MIMII  wa  Bceku|- [lpm BBE3MOKHOCT MHTEpPBIOTA €

HOTpeﬁl/ITeH CbAbpKa MOAXOAUTE pO,Z[I/ITeJII/ITe/SaKOHHI/ITe NpeACTaBUTCIIN
Y ICWHOCTHUTE 3a MOJKPENa.

150) WurepBronpanute|— MHTEpBIOTA CHC CITYKUTEIN
CIIy)KMTEIM JaBaT TNpPUMEpPH 3a
opraHuzanus Ha HedopMmaTHaTa
KOMYHUKAITUS c
POIMTETNTE/3aKOHHUTE
MpEACTaBUTETH ¥ OOMEH Ha
uHpopMaIus ¢ TSX.

— Ilpm BB3MOXKHOCT MHTEpPBIOTA C
POAMTENNTE/3aKOHHUTE TIPEJCTABUTENH

CneumnanmnsmnpaHaTa coumnanHa ycnyra TP Moxe fa ce npegocTaBsi CaMOCTONATEJTHO Win
1
KOMIJIEKCHO CbC C/iegHMUTe COoLManHn yCcayru:

- MHOPMUPAHE N KOHCYNTUpaHe - KaTo obuwoAoCcTbMNHa coumnanHa ycnyra (npu TP 3a noakpena
Ha Aeua M TEXHUTE CEMENCTBA) M KaTo CheuuranmM3mpaHa counanHa ycnyra;

— 3aCTBbMHMYECTBO M MOCPEAHNYECTBO;

- obwHocTHa paboTa;

- 0byueHue 3a npuaobmBaHe Ha yMeHMs - KaTo obuwoAocTbMnHa couuanHa ycnyra (npu TP 3a
noAkpena Ha Aeua W TEXHUTE CEMENCTBA) M KaTo cneunanusmMpaHa couunasHa ycnyra;

- noakpena 3a npuaobuBaHe Ha TpPYyAOBM YMeHuMs (3a MNnagexu Hag 16-roaviuHa Bb3pacT W
MbAHONETHU Nnua);

— OHEBHa rpuxa;

— pe3uaeHTHa rpmxa;

— OCUrypsiBaHE Ha MOACJSIOH;

- acucTeHTcka noakpena (ako TP He ce npefocTaBsa LENOAHEBHO).

[JocTaBYMKBLT Ha coumnanHaTa ycnyra TP Moxe Aa npvBnvya/BKAOYBa B AEMHOCTTA Ha ycJyraTa
£o6poBonumM cbrnacHo paspaboTeHa OT AOCTaByuMKa MporpaMa. BknouBaHETO Ha CTaXaHTu e
cnef CKAKUYBaAHE Ha CMNopasyMeHusl Mexay [A0CTaBYMKa WM CbOTBETHUTE BUCLIM  YUEBHMU
3aBefieHus.

' Mpyn KOMNNEKCHO NpeAoCTaBsHE Ha COLMAHN YyCNyrn AOCTaBYMKBT MO CBOS MpeLeHKa MoxXxe aa
pa3paboTBa 06N UNM OTAENHU NpOorpamu, nNpaBwnia, perucTpu U Apyrn JOKYMeHTH 3a
pa3iMyHUTE BMAOBE couManHn ycayru. Mpu npunaraHe Ha nogxoaa 3a obWmM AOKYMEHTU 3a
BCMYKM NpeaoCcTaBsHM KOMIJIEKCHO YCNyru cneaBa Aa MMa siCHa U gobpe CTpyKTypupaHa
MHopMaLmsl 3a BCUYKN BUAOBE COLMANHN YCNYTrK, KOUTO AOCTAaBYMKBLT NpeaocTaBs, KaKTo U 3a
BCMYKM BNOOBE COLMAJTHWN YCYTN, KOUTO BCSKO OT SiMLaTa Noj3Ba KOMMIEKCHO OT eauH
AOCTaBUMK.

Mpwno>xeHue 6

KbM un. 8

CTaHpapTv 1 KpMTEpMM 3a Ka4YeCcTBO Ha cneymanmsmpaHa couuasiHa ycnyra

O6yueHue 3a npyaobuBaHe Ha yMeHMna 3a Aeua/nbJ/IHOJIETHU iMya

A. [locTaBYMKBbT Ha cneuuvanmMsvpaHata couuanHa ycayra ObyuyeHue 3a npmaobmBaHe Ha
yMeHus 3a geuya/nbaHonetHu nuua (OMYy) e anbXXeH Aga OCUrypm csiegHure cTaHpaapTym 3a
opraHmsaulusa U ynpasJieHVe Ha cneuuvasvsvpaHaTa couuvanHa ycsyra:

CraHpaprt 1: YnpasneHue

CucTeMaTa 3a ynpas/ieHMe Ha creymanmarpaHaTa coumanHa ycayra OlMY ce npunara edekTUBHO



N UANOCTHO, KaTo HacbpyaBa Ky/Typa Ha KayecTBOTO. [JOCTaBUMKBLT rapaHTupa, 4e LenuTe Ha
cneuuwanusvpaHaTa couuanHa yciayra, WHAMBUAyanHWTE MOoTpebHOCTUM Ha noTpebutenute u
NMOCTUrHaATUTE Pe3yNTaT 3a TAX Ce peanusmnpaT Mo Bb3MOXHO Hal-edeKTUBEeH HayuH, KaTo ce
aHraxupa C pasBMBaHE W NMpuiaraHe Ha A06pW NMPaKTUKM.

Kpurepumia 1.1: [locTaBUYMKBT Ha colManHaTta ycfyra npunara CUCTeEMa 3a ynpaBieHue Ha
CNyXuUTenute, pecypcute n KayecTsoTo.

Nupuxarop H3Tr0ouyHuK Ha uH opManus

1) Pasnucana cucrema  3a|— JlocTaBUMKBT MpeacTaBs JOKa3aTeJICTBA
yIpaBJICHHE Ha Ka4eCTBOTO, B|3a HAIMYUE HA CUCTEMA 3a YIIPABIECHUE

T.4. Ha Ccayxumteamte u

— IlucMeHM TMONHUTUKH W TOPOUEIYPH,
pecypcuTe.

InpaBuJia, IpaBUIIHUIU

- Hudopmarus, MoJamnucaHa oT
PBKOBOUTENIA HA yCayraTa

2) HutepBroupanute ciayxutenu|— HabGmronenue u onucanue Ha cpeaara
JaBaT  NpuUMEp  OT  CBOATA
IpaKkTUKa [0 T[pUJIaraHE Ha
CHUcTEeMa 3a yIIpaBJICHHUE. — HNudopmarus, oamnucaHa oT
PBKOBOAMTENS HA ycayraTa

— I/IHTepBIOTa CBC CIIY)KUTCIIUTEC

3) OGob6mena  undopmanus|— IlombnHena ¢opma ¢ o0oOmEeHa
(cripaBKa) OTHOCHO pe3ynrara 3a|uHdopmanus (Mepuos OoT Bpeme, Opoi
MOTpeOUTENNUTE 3a aKTUBHUTE H|oOxBaHaTH  moTpeOUTeNnH,  MpoOIeMu
MPUKITIOUYCHUTE CITy4dau. (paspermieHn W Hepas3pelieHH), OOIM
TEHJICHITUU | JIp.)

— WUIII na notpeburtenure

4) Ilporpamara 3a pas3Butue Ha|— ChabpikaTeneH nperiea Ha [Iporpamara
KauecTBoTo YN [OAULWIHUAT|3a pa3BUTHE HA KAYECTBOTO

oTyeT KbM AKCY oTpa3sBsar

— CpappxkaTelieH mperies Ha o0o0meHara
NMOCTUTHATUTE PE3YNTATU.

nHpopMaIus

— Tomumen orger ¢ 00o0OUEHA
nngopmanus (keM 31 mapt 3a AKCY)

5) Bcewuku  coyxutenn  cal— MHTepBIOTa CHC CITYKUTETH
3aM03HATU ChC ChIAbPKAHUETO HA
obobOmenara uHpOpMaIUg  3a
MOCTUTHATUTE  pe3ylITatd |
B3€MaT 1104 BHHMAHHUEC BCHYKU
oOcTosTencTBa OT 3HAYEHHE 3a
nojo0psIBaHe HA eXeHEeBHATa UM
pabora.

Kpurepuia 1.2: YnpaB/ieHMETO Ha crieumnanusmpaHaTa coumnanHa ycnayra OMY e sacHo
CTPYKTYpPUPaHO, KaTO ynpaBfsBalLOTO yCayrata uue e Ha3HavyeHo OT AOCTaByuMKa Ha ycnyraTta
3a ocbllecTBsBaHe Ha pbKOBOACTBO U e paboToaaTen Ha CAyXuTenuTte, npeaocTaBsLUn
ycnyrarta.

Nupuxarop H3Tr0ouyHuK Ha uH opManus

6) Jletinoctra Ha ycayrata ce|— [oroBop 3a HazHayaBaHe (Bb3JaraHe) Ha
yIpaBisiBa OT Ha3HA4YeH  OT|JHUIETO, YIPaBIsBAIIO CIEIUaTH3upaHaTa
JIOCTaBUMKA PHKOBOIUTEI. COIlMaJTHA yCITyra




—  Ilpum MPUIOKUMOCT, BAJIUTHO
IBJTHOMOIIIHO Ha  PBKOBOAMUTENS  Ha
yciyrara

7) OnpeneneHu ca
OTTOBOPHOCTHUTE, HHUBaTa Ha
B3E€MaHe Ha peleHuns
(MTOTYMHEHOCT) W 3abIDKCHUSATA
Ha CIIY)KUTEIUTE.

— JITBKHOCTHU  XapaKTepPUCTHKH  Ha
CIY)KUTENUTE (BKI. OpraHUTpaMa)

Kpurepuia 1.3: [locTaBUYMKBT Ha colMnanHaTta ycfyra npunara Metoam 3a paboTa, cbobpaseHu ¢
npoy4deHn nobpu NpakTUKKM 3a paboTa Cc onpeaeneHa rpyna avua cbe cneumduyHa notpebHocT.

HNuauxatop

H3Tr0ouyHuK HA MH opManus

8) [Ipn BB3MOKHOCT
YCTAaHOBSIBAHE Ha METOAM 3a
pabora B yciyrata, ChbOOpa3eHH C
NpOy4eHU J0Opu TPAKTUKA U
MO/IXO/IU 3a pabota c
JIe11a/TIBJIHOJIETHU auua,
choOpa3HoO  cmernudukara  Ha
ycIyrata ¥ HAacOYEeHOCTTa Ha
nojKpenara.

9) [Tpu BB3MOKHOCT
PBKOBOAMUTENSAT  HA  ycayratra
mocouBa TOHE eaHa  J00pa
NPAKTUKA/MHOBAIMS, TPUIIOKCHA
B yCiyrara.

— VIHTEpBIO C pPKOBOJMTEIS HA yCayrara

— HNudopmarus, MO cana oT
PBHKOBOAMTENS Ha ycIayraTa

CtaHpapT 2: OpraHu3aums Ha geHocTure

[eiHocTuTe Ha creumnanusnpaHata coumanHa ycnyra OMY (HacoyeHocTTa Ha Mnoakpernarta) ca
opraHusMpaHu 3a MOAroTOBKA Ha [eua M MbAHOMETHW Nuua 3a npuaobvBaHe Ha yMeHus 3a
CaMOCTOSITENIHOCT, HE3aBUCUM XXMBOT, CAMOCTOSATENIHO CMpaBsHE C NpobfeMu U 3aTpyaHeHus,
YMEHUS 3a rpMxXa W MoAKperna Ha 3aBUCUM 4fieH Ha CEMENCTBOTO crnopes npeaBapuTenHa

nporpaMa Ha 06yl-IMTeJ'IHMTe OEeNHOCTH, npn ACHO onpeaeneHn uenn, CbabpXaHWe, MeToaun

paboTa, opraHMsaumsa Ha AeiHOCTUTE M NpaBuna.

Kpurepwuia 2.1: [locTaBuYMKbT Ha couumanHata ycnyra e paspabotmn u npunara [porpama
BCAKa obyuuTenHa AenHOCT Ccbobpa3sHO Haco4yeHOCTTa Ha noakpenaTa
dopmmpaHe/nogobpsiBaHe Ha poaAUTENCKUTE yMeHus, obydeHue U noakpena Ha KaHaMAaTw

oCcunHoBUTENN, KaHONOATWN 3a NPUEMHUN poaAUTENN U Ll,p) M NOCTaBEHUTE LENN.

Nupukarop

H3r0ouHuK Ha uH opManus

10) PazpaboreHa u yTBBpIEHA
[lporpama 3a Bcska oOyduTenHa
JIEHHOCT.

— IIporpama 3a Bcsika 0OyunTENIHA JEMHOCT

11) Ilporpamara e cboOpaszeHa ¢
BB3pAcTTa, HACOYCHOCTTa  Ha
06yquI/I€TO U HWHAWBUAYAIIHHUTC
0COOEHOCTH Ha OTPEOUTETHUTE.

— IIporpama 3a Bcsika 0OyunTENIHA JEMHOCT

— MHTEpBIO ¢ pPHKOBOAUTENS HA yCiIyrara

— MHTEpBIOTA CHC CIYKUTEIHN

12) Ilpu nmpuI0XKUMOCT, ycayrara
M3M0JI3Ba TTOJTXO TSI

— HaOmronenue

Ha



06quTeHHH MaTepral. - HporpaMa 3a BCJIKa 06yanenHa HeﬁHOCT

13) UuTepBroupanute cayxutenu|— MHTepBIOTa ChC CIYKUTENH
JaBaT ~ IpUMep  OT  CBOSTa| Wndopmars,
NpakTUKa 1O T[pujlaraHe Ha

nporpamara.

MoJnucana oT
PBKOBOAMTENS HA ycayraTa

Kpurepuit 2.2: [10CTaBUMKBT Ha coLManHata ycnyra KOHKpeTusnpa AeWHOCTUTE C
notpeburtennTe B rpyna u/unu MHAMBUAYanHo B rpaduK, KakTo M HAauMHA Ha NpoBexaaHe Ha
AelHoCcTUTe - B cneyuanmsanpaHa cpeaa uim MobusHo.

HNupuxarop H3T0uHuK HA MH opManus

14) PazpabGoren rpadux 3a|— HabGmonenue
IPOBEXKIaHE Ha OOYIUTEITHHTE

N — IIporpama 3a Bcsika 0OyunTENIHA JEHOCT
JNeWHOCTH — CBhOOpa3eH  ChC

CBhOTBE€THATA [Iporpama 3a| — HTEepBIO C pHKOBOJMTENS Ha yCayrata
oOyuuTenHa IEHHOCT.
— MHTEpBIOTA CHC CIYKUTEIHN

— Ilpy mnpUTOKUMOCT, HHTEPBIOTA C
15) 3a Bceku moTpeOuTen €| morpeGuTenn

U3roTBeH rpaduk 3a pabora —
OCHOBaH Ha rpauKa Ha ycayrara. |— NumBunyanen rpaduk Ha
MOTPEOUTENHNTE

CtaHpapTt 3: MsacTO Ha npeaocTaBsiHe

MAacCTOTO Ha npenocTaBsHE Ha chneuywnanmaMpaHaTa couuanHa ycnyra OIY cnocobcTBa 3a
nocTuraHe uenMTe Ha ycayraTa M 3a peanusvMpaHe Ha AeMHOCTUMTEe 3a 3a40BoJisiBaHe Ha
notpebHocTUTE Ha NOoTpebuTenntTe n TAXHOTO COLMANHO BK/IOUBAHE.

Kpurepuia 3.1: MAcCTOTO 3a npeaocTaBssHe Ha couuanHata ycnyra OFY e KOMYHUKaTUBHO.

ycnyraTa MMa aAMUHUCTPATUBEH agpeC Ha NpeaoCcTaBAHE.

(*) lNpu n3Ls710 MOBMIIHO NpeAOCTaBsIHE Ha couunasiHata ycsyra TO3u KpUTepui ce rpoBepsiBa B
4YacTTa 3a oCcUrypsiBaHe Ha aagMUHUCTPATUBEH aapec Ha ycJsyrara.

Nupuxarop H3T0ouyHuK Ha uH opManus

16) Cpemata, B koato ce|— Habmogenue u onucanue Ha cpenara
npenocrass OIlY, e nmoaxonsua
10 OTHOLIICHUEC Ha
KOMYHUKaTHBHOCT.

17) 3a nmocrema ao OIIY Hsama
nperpaid M TPEdYKH,  Karo
Oapuepu, 3a0paHa 3a CliupaHe.

18) YcranoBsiBaHe Ha|— Pemenne Ha OONMHCKUS CBHBET, a B
QIMUHUCTPATUBEH  aJpec  Ha|ciydauTe, KOTaTO COIHMAJIHATA YCIyra e
yciyrara. JenerupaHa oOT JbpkaBaTa ACWHOCT, U

3anoBes Ha U3MBIHUTEIHUS JUPEKTOP Ha
AreHnusTa 32 COMMAIHO MOAIIOMAaraHe

— Peructsp Ha AKCY




Kpurepwuia 3.2: Mpn Bb3MOXHOCT CneumnanmanpaHaTa cpefa Ha coumanHaTa ycnyra Ony
pasnofara C npunexatia Teputopus, KoaTo ce obocobsiBa KaTo YacT OT ycsyraTa, U nMa seceH

AOCTHN A0 BBbHLWHUTE npuneXXalun npoCcTpaHCTBaA.

(*) MNpu aunca Ha ABOPHO _MSICTO_Ha TEPUTOPUSTA Ha CoumasiHaTa ycsyra TO3u KpUTEPUH He ce
npoBepsiBa.

HNupuxarop H3Tr0uyHuK HA uH opManus

19) Cnenmnanmusupanara cpenaa Ha|— HaGmronenue n onrcanue Ha cpejiara
crienuaiu3upaHara colManHa
ycayra pasmojara ¢ Mpuiiexalio

— Ilpy TpPUIOKUMOCT, HWHTEPBIOTA C
MOTPEOUTENN U CITY)KUTEIH

JTIBOPHO MPOCTPAHCTBO 3a
OpraHHU3UpaHe Ha 3aHUMaHUs Ha
OTKPHUTO u OTIIUX Ha
MoTpeOUTENnTE.

20) JIBOpHOTO TPOCTPAHCTBO €
no0pe Mo IbPKaHO.

21) IIpu BB3MOXHOCT ABOPHOTO
MPOCTPAHCTBO € JOCTBIIHO 32
oOImEoCTTA.

22) HNuTepBronpanure
MOTpeOUTENN MOTBBPKIABAT, Ue
JBOPHOTO  TPOCTPAHCTBO e
JOCTBITHO 32 TSX.

CraHpapr 4: CneuvanusuvpaHa cpeaa u MO6WIHO npeaocTaBsiHe

MpenocTaBsHETO Ha cneumanusmMpaHaTa couuanHa ycnayra ONY B cneuuvanumsvpaHa cpega w/wvnu
MO6bunHO e cbobpaseHo C geduHMpaHuTe cneynduyHn noTpebHOCTM WM HACOYEeHOCT Ha
obydeHnuaTa: a) cneumanusmMpaHaTa cpena, B KOATO ce npepocTtasa OlMY, kaTo apxuTekTypa,
(YHKLUMOHANHOCTM M AM3alH, Cb3daBa YC/IOBMS 3a MNpoBexaaHe Ha obyunTenHute genHocTw; 6)
MOBUHOTO MpeAocTaBsiHe - KaTo opraHusauusl, u3bop Ha MACTO Ha peanu3aums U HauMH Ha
npoBe)xaaHe - Cb3haBa yC/I0BMSA 3a NpoBexaaHe Ha obyuuTenHuTe AenHoCTw.

Kpurepuia 4.1: [loMelleHusiTa 3a npoBexAaaHe Ha ob6ydyeHusiTa ca A[OCTAaTb4HO Ha Opoi,
AOCTbMNHKU, 063aBedeHn cbobpaseHo ¢ PYHKLMOHAMHOTO UM npeAHa3sHadveHne n notpebHocTuTe Ha

notpebutenure.
(*) MNpu n3L5710 MOBMIIHO NPEAOCTaBSIHE Ha coumnasaHaTa ycsyra TO3u KpUTeEpui ce rpoBepsiBa B
4YacTTa 3a OCUrypsiBaHe Ha MaTepuasiHu yC/i0BMUS 3a BOAEHE U CbXPaHEHUE Ha [JOKYMeEHTauusTa.

Nupukarop HN3T0YHUK HA HH( OpMaAIUA

23) Ilpu BB3MOXKHOCT, (oaiie 3a|— HaOmiomenwe w©  omucaHwe  Ha
npueM Ha TMOTPEOUTENUTE ¥ |MOMEIICHUSITA
CBIIPOBOXK/IAIIATE TH JIUIIA.

24) Bcuuku moMemeHHWs — ca
o0zaBeeHH M OOOpYyIBaHU
cboOpazHO BB3pacTTa, mpoduia
Ha noTpeduTenuTe u
HACOYEHOCTTa Ha 0Oy4eHHUSITA.

25) Ilpu npunoxuMocT, MmedenuTe
U ChOPBKEHHUATA B Yyciyrara ca
oOe3omaceHu (3ao0yieHH pbOOBE
Ha MeOeJnTeE, o0Oe3ormaceHu
CJICKTPUYECKU KOHTAKTH U JP.).




26) OO6ocoOeHM TMOMEIICHHS 3a

POBEXK/IaHE Ha TPYIIOBH
OOYy4HTETHH 3aHMMaHUs c
noTpeOuTeNuTe.

27) OO6ocobeHO TMOMEIICHHE 3a
HHAWBUAYATIHU O6y‘II/ITeJ'IHI/I
3aHUMAaHUS C TOTPEOUTENHNTE.

28) llone emHO mnNoOMeIEHUE 32

CITy)KHTEJIHITE.
29) VYcnoBus 3a cexpaneHue Ha|—  HabGmiomenwme w©  omumcaHwe — Ha
JTUYHA JOKyMEHTAIU s Ha| moMeleHusITa

norpedutenure u apxuB (Harp.
MeTajieH  mKad, KOHTO  ce
3aKITIOYBA).

— IIpaBuna 3a JOCTBI A0 MOMEIICHUATA U
JOKyMEHTAIUATa

30) HamuyHo e HE0OXOaUMO
obopynBaHe Tpu CHOIOIaBaHEe Ha
npodecuoHaTHUTE  HOPMHU U
WU3UCKBAHUS — TOMO(QOH,
TeneoHEH  TIOCT,  HHTEpPHET
BpB3Ka, BHJACOHAOMIOACHUE (B
o0  TOMENIEHUs, KOPHUJIOpH,
BXOJIOBE), CUTHAlIHa HMHCTaJAIUs
(aKko € MPHUIIOKHUMO).

Kpurepwuit 4.2: CaHWTapHO-XMIrMeHHUTE NoMelleHns (ToaneTHW) B cpeaaTa 3a NpefocTaBsiHe Ha
couunanHaTa ycnyra ONY ca AocTaTbyHO Ha HpPON M BCUYKM CAHUTApHU CbOPBXEHUS Ca B
*

M3NpaBHOCT.

(*) lMpu un3usa0 MO6GMIHO rIpeAoCTaBsIHE Ha CcouMasHara ycsayra TO3uM KDUTEPUI HE Ce
rpoBepsiBa.

Nuaukarop H3T0unuK HA uH opManus

31) Cayxutenure nomBar|— HaOmonenme u  omucanwe  Ha
CaHUTapHU MOMEILEHHU S, | ToMeIeHu s Ta

pa3IuYHU oT TE3U Ha

OTPEOUTENNTE.

32) [IloHe enHo CcaHUTapHO
IOMEIIEHHE € TMPUCIOCOOEHO 3a
MoJ3BaHe OT MOTpeduTenu ¢
WHBATUIHA KOJTMYKA.

33) Benuku CaHUTApHU
ChOPBKEHUS (KpaHOBE 3a CTy/EHA
¥ TOTIJIa BOJA U JIp.) ca pabOTeIm.

Kpmepuﬁ 4.3: [loCTaBYUKDBT Ha couMasiHaTa ycsiyra cna3Ba CaHUTapHO-XUTMEHHUTE U3UCKBaHUS
Mo OTHOLUEHME Ha OCBETNEHNE, OTOMNEHNE N BEHTUNAUNA HA BCUYKKN NMOMELLEHNA.

(*) Tlpu u3ysio MobwrIHO MpPefoCTaBsiIHE Ha couwmasiHata ycjayra TO3u KpUTepui He ce
rnpoBepsiBa.

Nupuxarop H3T0ouHuK Ha uH opManus




34) Bcuuku nomemeHust ce|— Habmiogenume w omucaHue — Ha
OTOILISIBAT, KaTo Mpe3 3UMHUs|IOMEICHUTA (TEPMOMETHP B YCIIyraTa)

TICPHON CC MOMABPHKA MOCTOANHA) _ [orato ¢ mprioknMo, MHTEpBIOTA C

TEeMIIepaTypa B CBHOTBETCTBHE C noTpeduTenH
XUTHCHHHUTE M3UCKBAHUA, B
ITOMCILCHUATA 32 3aHUMaHHA —|— Korato € mpuJIO)KMMO, MHTEPBIOTA ChC

MuH. 20°C, KOrato ce HM3I10JI3BaT CITY)KUTENN
OT MOTPEOUTENIHTE.

35) Ilomemenusra ca npoBerpenn|—  HaOmomenne w  onmcaHue  Ha
U HAMAT crienu(uueH MUpPHC. MTOMEIICHHSTA

36) Hsama nHanmuuue Ha Bjara
MYXbJI B TIOMCIICHHSITA.

Kpurepwuit 4.4: CneumanmnsmpaHaTta cpega (MaTepmnanHaTta 6asa), B KOATO ce npeaocTaBs
couunanHata ycnyra OlY, e B CbCTOSHME Aa nocpeLiHe noTpeburenm cbC cneuvanHu

noTpebHOCTN NpU NpuABMKBAHE.

(*) Mpu wu3ys10 MOGMIIHO MPefoCTaBsIHE Ha couwmasHaTa ycjayra TO3u KpuUTepuii He ce
npoBepsiBa.

HNupuxarop H3T10uHuK HA MH opManus

37) ®dynkunonupaiia pamia win|— Habmroaenue n onucanue Ha cpeara

ApyrH TOMXOMALM _ JokymenTn 32 BBBOKZAHE B
HIPUCIIOCOOJIEHUS (Hamp. eKCILIOATALHS Ha CBOTBETHOTO
acaHchop, MTOJIEMHUK) Ha CHOPBIKCHHE

HNOAXOAAIO M JIECHO JOCTBIHO

BXOIHO MsCTO KbM YCJIyrarta. — Ilpm BB3MOXHOCT, HWHTEpPBIOTA C
38) Bparute nossonsBar| 1OTPEOHTENH

MOJI3BaHE OT MOTPEOUTENN ChC
3aTPyIHEHUs] MpPU TNPUJIBUKBAHE
— HsAMAT Iparose, OpaBUTE ca Ha
JOCTBIIHA 32  NOTPEOUTENHTE
BHCOYMHA.

— HaGmroienue 1 onucanue Ha cpeaTa

39) IllmpounHatra Ha BCHYKH
KOpUJIOPH U BpATU IO MBTS Ha
JIBUKCHUE M03BOJISIBA
Oe3MpensaTcTBEHO IMpeMUHaBaHE
Ha WHBAJIW/IHA KOJUYKA.

Kpurepuit 4.5: MNpu NpunoXnMocT, AeMHOCTUTE Ha coumanHaTta ycnayra OMY ce npeaocTaBsaT m
Mo6UHO.

(*) Mpu npegocTaBsiHe Ha couuasHatTa ycjyra caMmo B Crieynanin3mpaHa Cpeaa ToO3m KPpUTEPUH He
ce npoBepsiBa.

HNupuxarop H3r0ouHuK Ha uH opManus

40) MobunHoTO TIpenocTaBsiHe ce|— HaOmonenue u onucanue
ochbllecTBsiBa 1o Ilporpamara 3a
BCsika OOydWTenHa JeWHOCT, B
KOATO Ca IIOCOYCHM JIOKAUMHUTE,|— CenMuueH r‘pa(l)HK 3a pa60Ta Ha
HaA4YUHBT Ha IMPOBCIKIAHC, CIIy’)KUTCIUTE

HAYMHBT Ha TPUIBUKBAHE U

— I/IHTepBIOTa CBC CIIYXXUTECIN




Y4aCTHUIUTE.

41) B UIIII na notpedbutenute ca|— WUIII Ha moTpeduTenure
3aJI0KEHU JEWHOCTUTE, KOUTO Ce
MPEIOCTaBSAT MOOHIIHO.

42) JlocraBuukbT € ocurypui|— HabGmroneHnue u onucanue
MOJIXO/ISIIM YCIIOBUS/CpEICTBA 32
PUBUKBAHE HA CITY)KHUTEIUTE.

43) Bpemero 3a mpuIBUXKBaHE Ha| ™ Cenmuyen rpaduk 3a pabora Ha
CITy)KUTEJIUTE 3a MOOHITHO| CTYKUTCIUTE

NpeIoCTaBsiHE Ha yciyrarta ce
OTYMTA KaTo pabOTHO BpeMe.

— MHTEepBIOTa CHC CITYKUTEIIN

CtaHpapT 5: be30nacHOCT U CUrypHOCT

CneuvanusmpaHaTa couuanHa ycnyra OlY ocurypsBa curypHa u 6e3onacHa cpeaa 3a
noTpebutenutTe Uu CHAYXWUTENUTe cnopen AeWCTBallMTe HOPMATMBHM U3UCKBAHWA, KaTo
[OCTaBYMKBLT pErynsipHo CbrnacyBa AeNCTBMATA CU C NPENOPBbKUTE Ha KOMMETEHTHUTE OpraHu.

Kpurepuin 5.1: [JocTaBuUMKbLT Ha couManHaTa yciayra OCurypsiBa aBapuiiHa W MoXxapHa

6e30MacHOCT 3a noTpebutennte n CayXxutenure.
(*) Tpu un3us10 MO6UAHO [IpeAOCTaBsSHE Ha CcouMasHara ycsayra TO3um KDPUTEPUI HE ce
rpoBepsiBa.

Nupukarop HN3T0YHUK HA HH() OpMaALIUA

44) Pazpaboren Ilnan 3a 3aunmtal— Inan 3a 3anmTa npu 6eCTBUS U aBapUH
1pu OEICTBUS U aBapHU.

45) UnTepBronpanute ciyxutenu|— MHTEpBIOTA CHC CITy)KUTETH
ca  3amo3HaTU  CbC  CBOWTE
3aabiokenns no [Inana 3a 3anmra
npu OEJCTBUS U aBapHu.

— Iman 3a 3ammTa mpu OCICTBUS M aBapUU

— Ilporokonu oOT TmpoOBeNEeHH YueOHU
€BaKyal[MOHHU MEPOIIPUSATHUS

— Ilpennucanus Ha Cnyxb6a 'TloxxapHa
0€30MacHOCT U 3alMTa Ha HACeIEHUETO"

— Ioxxapro nocue/IIporeaypa 3a peaxkuus
TIPH TTOXap

46) HMma o6o3naueH aBapueH|— IIpoTokomu/mpeanmucanust ot CyxOa
u3xoJ, paboremo eBakyaruoHHo|'TlockapHa Oe3omacHOCT M 3anMTa Ha

OCBETIIEHHE. HaceJIeHnueTo"
— HaOmronenue

47) EBakyanmoneH rmuiaH —|— HaOmromenue

[IOCTABEH HA BUJIHO MACTO U B

ebp IJIaH.

Kpurepwuit 5.2: [JocTaBUYMKBT Ha couManHaTta ycayra npwiara npoueaypa 3a CbXpaHeHue U
M3MNon3BaHe Ha MoTeHUManHoO BpeaHn BelecTBa.

(*) Tlpu u3ysao0 MobwIHO MNpPefoCTaBsiIHE Ha couwmasiHata ycjiayra TO3u KpuUTepui He ce
rpoBepsiBa.



HNupukarop

H3T0unuK HA uH opManus

48) Hannuna nucMeHa npoueaypa
3a ChXpaHEHWE U M3IOJ3BaHE Ha

MOTCHIOHAJIHO BpCAHU BCHICCTBA. | BCIICCTBA

49) Nma mnucMeHW YyKa3aHUA 3a

HauyMuHa ©  JIO3UpOBKAaTa Ha
W3MO0JI3BaHE Ha TpenapaTuTe 3a
nesuHQexunss Ha pbLeTe Ha

CIIY>)KUTCIINTC, HOTpe6I/ITCJ'II/ITC n
Ha ITOBBPXHOCTUTE.

50) [lepunuure, MHEIUTE
CpencTBa M JPYrd IMOTEHIUAIHO
BpEIHM  BEIIECTBA Ca  SICHO

0003HAYEHN U CE€ ChXpaHABAT B
CIHEIUAIHU 32 TOBA MECTa, KOUTO
ca HEeOCTBhITHU 3a
MOTPEOUTENNTE.

[Ipouenypa
W3MO0JI3BAHE Ha TMOTEHIIMATHO BPEIHU

— HaOmronenue Ha moMeleHusTa

— MHTEepBIOTa CHC CITYKUTEIIN

3a CbXpPaHCHHC nu

Kpurepwuit 5.3: [JoCTaBUMKBLT Ha colManHaTta ycnyra npunara lMporpaMa 3a nNpeBeHuus U nnaH 3a
OEeNCTBME NPU Bb3HUKBAHE Ha enuaeMmyHa cuTyauns. JoCTaBUMKBLT OCUTYpsABa JIMUHU NpeanasHu
CpeAcTBa 3a CNYXUTENUTE U NOTpebuTenuTe Ha ycnyrara.

HNuguxatop

H3r0ouyHuK HA uH opManus

51) PaspaGorena IIporpama 3a mpeBeHIUS WU

— Ilporpama 3a nmpeBeHIUs U IJIaH 3a JAEHCTBUE

IJaH 3a JeicTBUE NpU BB3HUKBAHE Ha|IpU BH3HUKBAHE HA €MUJEMUYHA CUTYaLIUs
CIINACMHUYHA CUTYyallus.
52) Bcuwuku ciaykmTenn ca  3amo3Hatd  c|—  JlokymMeHT,  ymocToBepsiBami, ~—4Ye€  Ha

pasnuncanara HporpaMa 34 IPCBCHLMA U IIJIaH 34
Ilef/'ICTBI/Ie Inpu BbB3HUKBAHC Ha CIHHUACMUYHA
CUTyalus:.

CIY)KUTEJIMTE € MPe0CTaBeHa IporpaMaTa
— JlokyMeHT, ymocToBepsiBall, 4e c€ MPOBEkKAa
MEePUOINYEH UHCTPYKTAXK

— MHTEpBIOTA CHC CITY)KUTEIH

53) Bcuuku moTpeOUTENU M CIYKUTETH HMaT
JUYHHU  TIpeNnasHu  CpeACTBa MacKH,
€IHOKPATHH MPECTUIIKH, PHKABUIIH U JIP.

— HaOnronenne Ha IOMEILIEHUSITA
— MHTepBIOTA CHC CITYKUTETH

Kpurepwmia 5.4: [locTaBUMKDBT Ha coumanHaTa ycnyra rapaHTuMpa 3akpwuniaTta Ha notpebutenurte
Npu HacTbNBaHe Ha MHUMAOEHT, 3acTpallaBall XMBOTA M 34paBeTo Ha noTpebuten, KakTo u nNpu

HanyCcKaHe Ha ycnyrarta oT I'IOTpeﬁl/ITeJ'I 6e3 ocHoBaTesNHa NpU4nHa nnn npeagynpexageHme.

(*) lMpu wu3usno MobUAHO MPEeAOCTaBsHE Ha couuasaHata yc/yra TO3u KpuTepuii He ce

rpoBepsBa.

HNuguxatop

H3Tr0uyHuK HA MH opManus

54) Yreupaena llpomenypa 3a yBemoMmsBaHe U
JEWCTBHE MTPU MHITUJCHT/CMBPT Ha TTOTPEOUTEI.

— IIpouenypa 3a yBenomsiBaHe M ACUCTBHE IPHU
WHITUICHT/CMBPT Ha TOTPEOUTEN

— MHTEpBIOTa CHC CITY)KUTEIIN

— Ilporokomn(n) 3a mnpennpuerd JIeHCTBUS U
pe3yATaTUTE OT TAX




55) VrtBbpnena Ilponeaypa 3a aeiicTBue mnpu
OTCHCTBHE Ha moTpebutes Oe3 pasperieHue or
ycIiyrara.

— Ipouenypa 3a jgelicTBHME NMpU HAIyCKaHE Ha
yciyrata oT moTpeOuTen 0e3 paspelieHue

56) Bcuuku ciykuTenu ca 3aro3HaTH ChC CBOUTE
3aIbJKEHUS cbIilacHo Iponemypure.

— MHTEpBIOTA CHC CIYKUTEIHN
— Ilporokon(n) 3a npeanpuerd IEHUCTBUS U
pe3yaATaTUTE OT TAX

57) IlpoBemeH  WHCTpyKTax/oOydeHHWE  Ha
CIIY)KUTEIIHUTE 32 OKa3BaHE Ha MbpPBA MOMOII[ TOHE
BEIHBXK Ipe3 mocieqHuTe 12 mecena.

— Wudopmanus, moamucaHa OT PBHKOBOAUTEINS
Ha yciyrara
— I[IpoToKom OT MPOBE/IEH UHCTPYKTAK/00ydeHne

58) Bcuuku moTpeOuTenu U poauTeN/3aKOHHU
MPEICTABUTEIN ca WHGOPMHUPAHU IO TIOJIXOISII]
HAYMH 32 pelia Ha MHPOPMHUpaAHE NP CIydai Ha
WHIHJICHT W TPU HaImyCKaHe Ha yciyrara OT
noTpeduTen 6e3 paspelieHue.

[Ipy  mpPHUIOKUMOCT, c

MOTpeOUTENH

WHTEPBIOTA

Kpurepumit 5.5: [1ocTaBUMKBLT Ha coLManHata ycnyra ocurypsisa 6e3omnacHo npoBexaaHe Ha
obyunTenHutTe gemHoCcTn nNpm MobUNHO NpefocTaBsHe Ha ycyraTa.

(*) Mpu npegocTaBsiHe Ha couuasHaTa ycjyra caMmo B Crieynanin3mpaHa Cpeaa ToO3m KPUTEPUH He

ce nposepsiBa.

HNuauxatop

H3r0ouHuK HA uH opManus

59) JloctaBuMKbT pa3paboTBa M  Ipujara
nporeaypH 3a 0€30MacHOCT U MOBEACHUE (HArp.
[lpouenypa 3a ©Oe30macHOCT TMpPH MOOHIIHO
Mpe0CTaBsIHE Ha yCIIyraTa).

60) Ilpum ochimecTBIBaHE Ha  MOOWIIHOTO
MpENIOCTaBsSHE C ydJacTUe Ha MOTpeOuTeNnH
CITY)KUTEJIMTE TIPHUJIaraT BhTPEIIHA MPOoIeaypa 3a
0e30MmacHoCT.

61) [Ilpm ochimecTBsiBaHE Ha  MOOUWIIHO
MpENIOCTaBsSHE, CBBP3aHO C TIOCEHIEHUE B
OpraHu3alluyi, UHCTUTYIUH, YAaCTHU JOMOBE
JIpyrd, CIYKUTEIUTE C€  CboOpa3sBar
YCTaHOBEHUS BBTpEILICH pen
(GYyHKIIMOHUPAHETO HA TE€3U WHCTUTYILIHUH.

n
C
n

— Ilpouenypa 3a Oe3omacHOCT HpPU MOOUIIHO
MpeIoCTaBsHE Ha yCIIyraTa

62) Ilpu mpoBexmaHeTo Ha  MOOWITHO
IpeloCTaBsSHE B JOMa Ha  [OTpPeOUTENs
CIY’)KUTEIUTE TpUiIaraT BbTPELIHa Mpoleaypa 3a
IIOBE/ICHHE.

— IlpaBuna 3a AOCTHI, MOCEIICHUE U TTOBEJCHUE
B JomammHa cpena — dact ot Ilpomemypara 3a
0€30MacHOCT TpH MOOWUIIHO TPENOCTaBsSHE Ha
yciyraTta

CtaHpaprT 6: NoBepuUTeNIHOCT U CUrypHOCT Ha uHopMaumaTa

CneunanmsmpaHata couwmanHa ycnayra OFlY rapaHTMpa B MaKCcuMMasHa cTerneH 3awuTra Ha
NOBEPUTENHOCTTA, CUFYPHOCTTA Ha JIMYHUTE AaHHWU N MHbOpMaLumsTa 3a notTpeburenurte.

Kpurepuia 6.1: [JoCTaBUYMKBLT Ha couManHaTta

ycnyra paspaboTtBa v npwuiara MOJUTUKA U

npoueaypv 3a CUrypHOCTTa M NMOBEPUTENTHOCTTA Ha JIMYHUTE JaHHM 3a noTpebuTenure.

Nupukarop

HN3T0YHUK HA HH() OpMaAIUA




63) Bcuuku COyKUTeTd ca 3alo3HAaTH  C
NOJINTHKaTa W TPOLEAypUTE 3a 3almTa Ha
JUYHUTE JAaHHU U Ca HAsCHO C OTTOBOPHOCTHUTE
CH 3a MOJABbP)KAaHE Ha IIOBEPUTEIHOCTTa Ha
uH@popMmaluaTa 3a MOTPEOUTENUTE U TEXHUTE
CEMENCTBaA.

— Ilucmena moauTHKa W MOPOLEAYPH OTHOCHO
3alMTaTa Ha JUYHUTE JaHHU UM WHPOpMAIUATA
3a MOTpeOUTENUTE U ceMelicTBaTa

— MHTEpBIOTa CHC CITYKUTENN

— Hudopmanus, moamnucaHa OT PBKOBOAUTEIS
Ha yciayraTta

64) XKenaeumre na MoN3BaT colMaaHaTa yciayra
(pomuTeNnUTE/3aKOHHUTE  TPEICTABUTEIN)  ca
noanucanu  Jlexmaparust  3a  chIVIacMe  3a
MpenocTaBsHe U 00pabOTBaHE HA JIMYHU JIaHHU
3a neauTe Ha u3rorBsgHero Ha MOIT u UIIIL.

— Ilognucanu Jlexnapauuun

Kpurepwuit 6.2: [JoOCTaBUMKBLT Ha coLManHaTta yciyra apxuBmpa AOCUETaTa Ha noTpebutenute u
M CbXpaHsBa CbIMacHO U3MCKBaHUSITA Ha BbTpelHn npaBuna 3a apxvMBUpaHe Ha

nHdopmaumaTa.

HNupukarop

H3T0unuK HA uH opManus

65) Bcuuku JOKyMEHTHM Cc€ apxuBUpar 1o
[IpaBuna 3a apxuBHpaHe Ha WHPOPMAIIHITA.

— IIpaBuna 3a apxuBupane

— 3amnoBen, onpenensiia cbetaBa Ha Komucus ot
CIy)KUTEIM Ha yciIyrara 3a apXUuBHUpaHe
ChOOpaA3HO BHTPEIHUTE MPABUIA

66) [Ipouenypata 3a 3ammTa Ha JUYHHUTE JAHHU
Ha OTPEOUTENUTE ChbPIKA YCIOBHATA, BPEMETO
158 peﬂa 3a YHI/IHIO)KaBaHe Ha JINYHUTC JAaHHU.

— [Ipouenypa 3a 3ammTa Ha JIMYHUTE JAHHHU Ha
noTpeduTenure

CraHpapTt 7: Pa6bora c o6wjHOCTTA

PabotaTta ¢ o6wWHOCTTA M CUCTEMHaATa KOMYHMKaUWsa Ha cneuwnanusmpaHaTa couuasnHa ycayra
Ony c napTHbOpW, ApPYyrM AOCTaBuUMUKM, AObpXaBHM WM 06WMHCKKM cnyxbu, 6usHec, megum,
yMTanuwa M Apyrm gonpuHacsaT 3a npuaobuBaHeTO M MNpuiaraHeTo Ha yYMeHusTa B JIMYHMA U
coumanHusa XmMBoT Ha noTpeburenute.

Kpurepwmia 7.1: [locTaBUMKDBT NpeAocTaBs coumnanHaTa ycnyra Oy BbB B3auMoaeiCcTBUE C ApYyrU
AOCTaBuMLUM Ha coumanHn, obpasoBaTenHu, 34paBHU, KYNTYPHU U APYTU yCAyTru.

Nuauxarop H3T0unuK HA uH opManus

IIporoxomn OT mpOBEACHU 3a
koopauHanus Ha UIII u neitnoctute

— Ilpernien na Ilporpamara 3a npenocraBsHe Ha
ycayrara

— WIIIT na motpebutenure

67) Yciayrute 3a NOTpeOUTENUTE C€ peaTu3upar
KOOPIUHUPAHO C Jpyrd  JOCTaBUMIM  HA
COLIMAJIHU YCIYTH, OPraHU3allul U UHCTUTYIIHH.

68) JlocTaBYMKBT ChACHCTBA Ha  BCHYKH
noTpeduTeNnu 3a AOCTBI A0 Apyru Gopmu Ha
HoJKpena cboOpa3HO HWHIMBUIYATHUTE UM
NOTPEOHOCTHU U KEJIaHHUSL.

cperm

Kpurepwuia 7.2: [JOCTaBUYMKBT Ha couManHaTta ycayra uMa paspaboreHa u HanudHa MHdopMauuns
3a UeNnTe Ha BbHLUHA M BbTpeLlHa KOMYHMKaLMS.



HNupukarop

H3T0unuK Ha uH opManus

69) NudopmanmonanTe MaTepua,
npeaHa3HauYeH! 3a OOIMHOCTTa, Ca aKTyalHH H
ChIbpKaT camMo 0000meHa wuHpopManus 3a
ycIIyrara.

70)  HadopmarmoHHUTE MaTepuanu 3a
noTpeduTenuTe ca B moaxoasAn] ¢opmar,
choOpa3eH C BB3pacCTTa, KOMYHUKATHBHUTE

CITIOCOOHOCTH U CTEIEHTA Ha Pa3BUTUETO UM.

— HMHopMauMOHHU MaTepuand, HATUYHH B
yciyrara

Marepuanu, nDOAXONAIM 3a JMOA C
OTPAHUYEHUS B 3PEHUETO, CIIyXa HJIA TOBOPA H
3a JTULA C UHTEJIEKTYaIH! 3aTPyIHECHUA

71)  Cnyxutend, ¥  OpU  BB3MOXKHOCT
NOTpeOUTENN, MOraT Ja moco4yar NpPUMEpPU OT
ChbBMECTHa paboTa ¢ OOmMHOCTTa © JPYTH
3aMHTEPECOBAHH CTPAHH.

— Ilpu Hanuuue Ha CHOUTHUS U JEHHOCTU
— IIpu BB3MOKHOCT, HHTEPBIOTA C MTOTPEOUTEIN
— MHTEpBIOTA CHC CIYKUTEIHN

72) TlogpobHa mHpopmanus 3a yciayrara (1eiu
Ha ycioyrata W IIeJIeBH TPyNd, OCHOBHH
JNEHHOCTH, OpraHU3aIlusl, CIICIHAIMCTH U JIp.) ce
npegoctaBsi Ha opranute 1o HacouBane (JCIIL,
o0mmMHA), KAaTO TMPH  HEOOXOJUMOCT  Ce
aKTyaau3upa.

— M3xomsm1a moma

— HWHdopMmanmmoHHH MaTepuaad, HAINYHU B
ycayrara

— Huadopmanus, moanucaHa OT PBKOBOAUTEIS
Ha yciyrarta

*

CtaHpapTt 8: ®PMHaHCOB pecypc

[106po pUHAHCOBO ynpaBfieHMe Ha CreumanusmpaHaTa coumanHa ycayra Ory.
(*)To3u cTaHgapT He ce rpoBepsiBa, Korato coumasnHata ycsyra u3UsaIo ce ¢uHaHcupa wm

yrnpasJisiBa OT 4YaCTeH AOCTaB4YUK.

Kpurepumia 8.1: [locTaBUMKbBT NnaHUpa M pasxoaBa (pMHAHCOBUTE CpeAcTBa 3a MNpeAoCTaBsiHE Ha
coumanHaTa ycnyra OlMY 3akoHoCbobpa3HO, epeKTUBHO, OTHYETHO M OTFOBOPHO.

Nupukarop

N3T0ouHHK
uH} opManust

Ha

— Pemenue Ha 06H_[[/IHCKI/I$I

73) logummHusT pa3Mep Ha cpecTBaTa 3a (MHaHCHUpaHE Ha ycayrarta e
IpUET OT OOLUMHCKUS ChBET KaTo 4YacT OT OrojykeTa Ha oOLMHAaTa 3a
BCHUYKHU COITMAITHU YCIIYTH, ISIETHPAHH OT JbpKaBarta JICHHOCTH.

CBbBCT

74) l'ouIneH NjiaH U OTYET KbM OIpEJIeNIeH MepUo Ha CpecTBara 3a
¢uHaHCUpaHe Ha YyciayraTa no mnaparpagu cbriacHo Eaunuara
Or0/pKeTHA KIacuUKalKs 3a ChOTBETHATA TOJMHA.

bropketHa OnaHka 3a
pastipeersiHe Ha Pa3XxouTe
— OTyer Ha HaNpaBEHUTE

pa3xoau
— Mndopmanus, noanucana
oT PBKOBOJIUTENS Ha
yciyrara

75) PasmepbT Ha pabOTHUTE 3ariaTH Ha CIYKUTEIUTE ChOTBETCTBA|— [ToumenHo IATHO

Ha Hapenba 3a cTaHoapTUTE 3a 3an/allaHe Ha TpyAda Ha|pasnucaHue

no
ce

cnyxutenuTte, OCbLLECTBABALULN AENHOCTU
npeaocTtaBssHe Ha COUMAnHW  YCAyru, KOWTO
dUHaAHCKpAT OT AbpXKaBHUA 6LOAXKET.

— Benomoctu 3a paboTHH
3arIaTH




Kpurepwui 8.2: NMpu NpunoXmMMoCT, Ab/HDKMMUTE TaKCK 3@ NON3BaHe Ha couunanHaTta ycnyra Ory
oT notpebutenute ce cvbupaT penoBHO B onpeeneHns 3a notpebutens pasmep u ca oTpaseHu B
cyeToBOAHATa AOKYMEHTaLMa Ha AOCTaBYMKa Ha ycnyrara.

Nupukarop HN3T0YHUK HA HH() OpMaAIUA

76) PasmepbT Ha CHOpaHUTE TaKCH HEe HaIXBBpisa|— TakcoBa kHHTa

pa3Mepa Ha JIbIIKUMUTE TaKCH. — Pa3xono-onpasaareneH NOKYMEHT 3a BHECEHA
Takca

— Peructop Ha moTpebuTenuTe

77) IlorpeOuTenckure Takcu ca CbOpaHM OT|— YcTaHOBsBaHE Ha OpOM U pa3Mep Ha IBIKUMU
nocraBunka Ha moHe 80% 3a mocnemaurte 12| Takcu

Mecela. — TakcoBa kHMTa

— Pa3xomo-ompaBaarenHu ~ JOKyMEHTH  3a
BHECEHU TaKCH

— Peructbp Ha moTpebuTenuTe

b. [locTaBuYMKbLT Ha cneuuvasuMsvMpaHaTa couuanHa yciayra O6bydeHve 3a npyaobuBaHe Ha
yMeHus 3a aeua/nbaHosieTHu nvyga (OMNMY) e anbikeH Aa ocuUrypu ciegHure ctaHaapTym 3a
kBanudukaums n npodecuroHasIHO pa3sBUTUE Ha CNYXKUTENIUTEe, KOUTO OCbLyeCcTBABaT
AEMWHOCTTa No NpeAoCTaBAHETO Ha ycJyrara:

CraHpaprt 9: CTpyKkTypa n KBannhuvkaumsa Ha CnyXkurenure

CneuvanmsupaHata couwnanHa ycnyra OlY ocurypsiBa Bb3MOXHO Hal-BMCOKO KayecTBO Ha
YOBELIKUTE pecypcKu, Heobxoaumm 3a edeKTMBHO MNpefocCTaBsHe Ha ycnayrata, cbobpasHo
HelHaTa crneuundmka.

Kpurepuia 9.1: [locTaBuUMKbBT Ha couUManHaTa ycjyra ocurypsiBa AOCTaTbyHO Ha 6poii m c
HeobxoauMaTa npodecmoHanHa NoAroToBKa CNyXUTENN.

HNupuxarop H3r0ouyHuK HA uH opManus

78) 3a BCHMYKM NO3ULHUM MMa pa3paboTeHU H|— AKTyadHU [UIBKHOCTHH XapaKTEpUCTUKH,
OJOOpPeHH UIBKHOCTHH  XapaKTePUCTHKH  C|IMOANIHMCAHH OT pabOTOAATENS U CIYKUTEIUTE
BKJTIOUEHO 3aIbJDKEHUE 33 ChICHCTBUE MO Wil 7
ot 33/leT. (mpuIOKKUMO 3a cilydau Ha padborta ¢
Jiena).

79) Haerute Ha TpyIOB JOTOBOpP CHYXHUTENH|— JTbKHOCTHU XapaKTEpUCTUKH, MOJANKUCAHU OT
MO3HABAT JUIb)KHOCTHUTE CH XapaKTEPUCTHKH. paboToaTens U CIyKUTEINTE
— MHTEpBIOTA CHC CIYKUTEIHN

80) B n3nckBanusTa 3a 3aeMaHe Ha JTbXKHOCTUTE|— [Tb)XHOCTHH XapaKTepUCTHKH

3a CIY)KUTENIN U B 3aBUCUMOCT OT cnenudukaral|— O0sBu 3a HaOupaHe Ha CIY)KUTEIU
Ha JEWHOCTUTE W OKa3BaHaTa IIOAKpena ca
3aJI0KEHHU CHEIUAIHHU YMEHUS, KaTo:

— CIIOCOOHOCT 3a paboTa C JAena/MrbIHOJIETHU
JMIa M TEXHHUTE CEMEHCTBAa CIIOped TEXHHUTE
CHeuUKH;

— Obp3a, aJeKkBaTHA pEaKus W B3eMaHE Ha
pellieHHe B CUTyallMsl Ha Kpu3a, e€MOLMOHaJIeH
KOH(llHI/IKT, OCBIIICCTBsIBAHEC Ha KpU3UCHHA
MHTEPBEHIINH, YMEHUS 32 a/ICKBaTHO TOBEICHUE
npu paboTa ¢ JMIla C arpeCUBHO/aBTOArpeCUBHO
MOBE/ICHUE U JIp.;

— CBAGHCTBME 3a U3IPaKIaHe Ha IOJIE3HU
HAaBULIM U 32 CaMOOOCTyXBaHE, KakTo M 3a




COILIMAIHO TPUOOIABaHE;

— OCHUTYpsIBAaHE Ha MOJKpEna 3a YCBOSBAaHE Ha
OCHOBHHU TEXHMKH 3a MOJIaraHe Ha TPUIKHU 32 Jela
M 3a 3aBUCHMM 4YJICHOBE Ha CEMEHUCTBOTO,
CBBpP3aHU C U3BBPUIBAHETO HA TOAJET, KbIIAHE,
npeobauyaHe, MpeMecTBaHe, CMsIHA Ha yapimadu,
MOJrOTOBKA Ha XpaHa W XpaHEHE U JpYru
eKCTHEBHU JICHHOCTH,

— TOJKpena 3a NpuAoOMBaHEe Ha YMEHHS 3a
pa3no3HaBaHE Ha PHUCKOBUTE CUTyallUM B
npolieca Ha ToOJaraHe Ha TPHXKU 3a Jelna |
3aBUCHMM  4YJICHOBE Ha  CEMEHUCTBOTO U
MpUJIaraHe Ha  aJeKBaTHU  MOBEJCHYECKU
MOJICIIH;

OKa3BaHE Ha NOJKpena 3a CIpaBsSHE C
EMOLMOHATHO M TCHUXUYECKO HAINpEKEHUue u
HATOBapBaHE B pe3ylTaT Ha JECHHOCTUTE,
CBBpP3aHU C IIOJJIAaraHE HA TPHXKU 3a Jena |
3aBUCHUMH YJICHOBE Ha CEMEHCTBOTO;

— 100pY KOMYHUKATHBHH YMEHHS M YMEHHS 3a

pabota B ekull — B caMara yciIyra U Ipu
MEXIYUHCTUTYLIUOHATHO  CHTPYAHMUYECTBO H
B3aUMOJICICTBHE.

81) Bcuuku HaeTm JMIa CHOTBETCTBAT IO
KBaTM(UKALMS Ha M3UCKBAHUATA, 3aJOXKEHHU B
JUTBKHOCTHUTE UM XapaKTEPUCTHUKH.

— JUTB)KHOCTHU XapaKT€PUCTUKU, MOAMUCAHU OT
paboToaartesnis U CIIYKUTCIIUTE

— TpyoBu nocuera Ha BCUYKH CIIYKUTEIN
NunuBuayanHa roauinHa — OIEHKA
H3OBJIHEHUETO Ha IIHKHOCTTA 3a
CITYXKUTEI

Ha
BCCKHU

82) NnTepBronpaHuTe CIYKUTEIU Ca 3all03HATU
C HOpMaTMBHaTa ypemba B cdepara Ha
COOMATIHUTC YCNYrm W 3aKpwiaTa Ha
AeTeTo, KaKTo U ¢ ETMYHMA KoAeKC Ha
pabotewmTe C geua n ETM4yHMa Koaekc
Ha cnyxmtenute, ocbLiecTBaABalln
ANENHOCTU rno npeaoctaBsaHe Ha
CouMaNHN YCNyru.

— MIHTEpBIOTA CBC CILY’)KUTEIINTE

83) IllatHoTO pasnucaHue € 3allbIHEHO Ha
MUHUMYM 75%.

84) JlocTaBUMKBT € OCHUTYpHII
KaTErOpUU CIY)KHTEH B ycIyrara:
a) CIEUUATUCTH OCHOBHH CIIELIMAIUCTH,
HEoOXOAMMHU 3a (YHKIMOHHUPAHETO Ha yciyrara,
U TIPETIOPBUNTEIHN CIEIUAINCTH;

0) CIyKuUTenu, TPSAKO  aHTAKUPAHU  C
00CITy)kBaHETO Ha MOTPEOUTEINTE, U CITYKUTEIH,
TIOIITOMaramiy (GYHKIIMOHUPAHETO Ha
CHelnraln3upaHaTa coluagta yciyra.

CIIETHUTE

— JITBKHOCTHO ATHO pa3lUCaHuE:

0 OCHOBHU CTICIIHAITUCTH COIlMAJICH
paboTHUK/CTIeIInaICH nearor/couaincH
TeIaror;

O TIpud  HEOOXOJUMOCT, HPENOPBUUTETHH
CTEIHNAIMCTH: TICUXOJIOT; €pProTepaneBT; APYTH
CIIEIMAJINCTH, CHOOPa3HO crnenupUIHUTE
NOTPEOHOCTH Ha MOTPEOUTENHUTE;

O  CHYKHUTENW, TpsSIKO  aHTAXKHpPAHU  C
00CITy)KBaHETO Ha MOTPEOUTENNTE:
MEINaTOP/EKCIEPT OT OIHUT;

0 npu HEOOXOIMMOCT, CITy)KUTEJIH,
MO/IITOMAraIy (GYyHKITMOHHPAHETO Ha
crenralu3upaHara CoIMaHa yeIyra:
XUTHCHUCT; MO(PbOP/IIOIPHKKA

— [TouMeHHO IATHO pa3NHCcaHue

85) MunumanHuaT Opoil 1O OCHOBHHTE
KaTeTOpUU CIYXHUTENIn € choOpa3eH ¢ Opos Ha

— JITBKHOCTHO WATHO Pa3lMCAHUE
— [foumMeHHO ATHO pa3nucaHue




norpedutenute B OITY.*

(*) Munumanen Opoil Ha iMIaTa, MOJI3BAIM
Crelyaln3upaHara CcoluanHa yciayra — 8§, H
MaKCUMaJIeH Opoit auna, MOJI3BAII
crienMagn3upanara corpaina yciuyra — 35.

— KoeduiueHT 3a onpenensHe 4ucIeHOCTTa Ha
ciyxutenure (0,2)

86) Ilpu mpUIIOKUMOCT, BCUUKA CITY)KHUTEIH ca
TOJIHM U TMPaBOCHOCOOHU 3a paboTa c Jerna B
yciayrarta.

— MeIUIMHCKH JIOKYMEHTH 32 BCEKH CITY)KATEI —
MpU OCTHIIBaHe Ha paboTa
CBUIETCICTBO 3a CHINMOCT 34
CITY)KUTEIT — IPH MTOCTHITBaHE Ha paboTa
— CpoTBETEH Ha MATBKHOCTTa JOKYMEHT 3a
oOpazoBaresneH 1eH3

BCCKU

87) VYcraHoBsBaHE TEKy4yeCcTBO Ha KaJpu 3a
nocienHuTe 12 Mecena — 1o nMo3uLuK U Opoil.

— JUTBKHOCTHO IATHO pa3NHCaHue
— Wndopmanus, noamnucasHa OT PbHKOBOAUTEINS

Ha yciyraTta
— Ilpermen Ha CYETOBOOHUW  JTIOKYMEHTH,
BEIOMOCTH 32  pabOTHU  3ariaTh Ha
CITY’)KUTEIIUTE

88) bpoii cxIoueHn TOTOBOPH/CIIOpAa3yMEHUS 3a
HaeMaHe Ha JOMBITHUTEIHH
CITY)KUTEJH/CTICIIAATHCTH (hakTHIeCKo
CBCTOSTHUE TIO TTO3UITUU U OpOH.

— HaGmronenue u onucanue Ha cpenata

— CueToBOHA TOKYMEHTALHUS

— Mudopmanus, noanucaHa oT PBKOBOAUTENS
Ha yciayraTta

89) Bcuuku CchaykHTeNnH ca ¢ TOAIMHCAHU
TPYIIOBU JOTOBOPH/IOTOBOPU 33 M3BHPIIBAHE Ha
ompeneneHa  pabora/3a  TpeNOCTaBsiHE  Ha
OIIPEJEIIEHA YCIIyra.

— TpynoBu nocuera

90) Ouenkata Ha CIY)KUTEIUTE CE H3BBHPIIBA
BEJHBXK TOJUIIHO M OTPa3siBa LETUTEe U MEPKUTE
3a MPO(eCHOHATHOTO UM Pa3BUTHE B yCIyrara.

— @opmyIIsIp 3a OLIEHKa
— [Ipouenypa 3a onieHka

91) PesyntatuTe OT OIllEHKaTa
CILy’KUTEIN c€ OOCHKAAT JIUYHO.

Ha BCCKH

— Ilognucan OT pPBKOBOAMTENS U CIYKUTENS
DopMmysip 3a OLlEHKa

Kpurepwumit 9.2: MNMpoueaypaTta Ha AOCTaBYMKa Ha coumanHaTa ycnyra 3a noabop Ha ciayxurtenure
onmMcea npouecute n HeobxoauMuTe AOKYMEHTM 3a noabop, HaeMaHe M CKJKYBaHe Ha AOroBopuU
cbCc cnyxutenute (1 gobposonuute). MNMpy NpUIOXKMMOCT, AOCTAaBUMKBLT NpUBINYA B AEMHOCTTA

Ha ycryraTa CTaXaHTWu.

HNupukarop

HN3TouyHnKk Ha MH{( opMaUs

92) Ilpouenypara 3a moabop ce cras3Ba HpH
Ha3HaYaBaHE Ha BCEKH CIIYyXUTEL.

93) OO0sBuTe 3a CBOOOAHM pabOTHU MecTa
CHOTBETCTBAT HA JUTHKHOCTHATA XapaKTePUCTHKA
3a BCSKA MO3UITUS.

— IIponenypa 3a moadop Ha CIYKUTEINUTE

— MHTEpBIOTA CHC CITY)KUTEIIN

— Ilpernexn Ha TpynoBM Jocuera — IO3HIUH,
00sBu 3a paboTa, MPOTOKOJIM OT MHTEPBIOTA C
KaHAWJATCTBallM 3a paboTa, JUIBXKHOCTHH
XapaKTEPUCTUKH U JIp.

94) Ilpu mnpuiokuMoct, mNOAOOPHT Ha
JNOOpOBONIIM € B CHOTBETCTBHE C IHCMEHA
poreaypa.

— Ilpu mpunoxumoct, mporeaypa 3a HabupaHe
Ha 100pOBOIIIU

95) [Tpu MPUIIOKUMOCT, byHKIIUHUTE,
3aIBJDKCHUSTA U OTPAHUYCHUSATA Cca Pa3MHCaHU
3a BCSIKA JTOOPOBOITUECKA TIO3UIIHSL.

Ilp  MPHUITOKUMOCT,
I00poBOIIeI

AOroBop € BCCKHU




96) Ilpu mNPUIOKUMOCT, CBTPYAHHUUYECTBO C
y4eOHHM 3aBelIeHUs 3a TMPOBEKIAaHE Ha Y4eOHU
CTaXKOBeE.

CxiroueHun
3aBe/ICHUS
— I'padmru 3a craxyBane

CIIOpa3yMeHHusi ¢  y4yeOHU

CraHpaprt 10: PazBuUTHre Ha CAyXwrenure

CneuwnanmsampaHaTta coumanHa ycayra Oy npunara edekTMBHa cMcTeMa 3a ynpaBJfieHMe Ha
YOBELLKUTE pecypcu C noaxoasalm Mepku 3a npodecroHanHa nogkpena n IMYHOCTHO pas3BuUTHue
Ha CNYXUTenuTe Npu yCJI0BUA 3@ YYeHe MNpe3 Lenus XusoT.

Kpurepuia 10.1: [locTaBUMKBT Ha couuanHaTa yciyra ocurypsiBa ycrioBust 3a npodecuoHanHo

pa3BUTUE Ha CNYXUTENUTE.

Nupukarop

HN3T0YHUK HA HH() OpMaAIUA

97) CnyxuTenure uMaT AOCTBI JI0 MPOrpamMH 3a

- HporpaMa 3a BBBCKIAIIO W HAATpaXaaIio

KBaTMQUKaIUsT W OOYyUMTEIHH  KypcOBeE,| 0OydeHHE Ha CITy)KUTEIUTE

CHOTBETCTBAIIM Ha PA3MHCAHUTE UM 3aIBIIKCHUS

U OTIOBOPHOCTM B  JIBKHOCTHUTE UM

XapaKTepUCTUKH.

98) [Tpu HEOOXOIMMOCT NocTaBYMKBT|— CKIIOYEHH TOTOBOPH 3a KBaJTU(PUKAITMOHHU
OCBIIECTBSIBA ~ NapTHBOPCTBA C  Pa3lIM4YHH|KypcOBeE

0OyYUTETHU OpTaHU3AIUH I OOYIUTEIH.

— ABTOOHMOrpaduu Ha 00ydnuTENH

99) CayxuTenuTe B yclIyrara ydvacTBaT B
HAy4YHO-TIPAKTHYECKH KypcoBe, OOMsHA Ha OMUT
u/unm 1o00pu MpaKkTHKH.

— Ilporpama 3a BBEBEXIANO W HAATPAKIAIIO
oOydeHHE Ha CIYKUTEIUTE 3a HACTOsIIATa
KaJIeHJapHa roJluHa

— MlaauBuyaiHa OlICHKA HA BCEKU CITYXKUTEI

100) Hanuuna mnporpama 3a BBBEXIALO U
HaJrpaXkaamo o0y4eHue Ha CIYKUTEIH.

— Ilporpama 3a BBBEXKIAILO W HAATPAKIALIO
o0Oy4yeHHEe Ha CIY)KUTEITUTE

Kpurepuia 10.2: [locTaBUYMKbBT Ha coumasiHaTa ycjlyra ocurypsisa BbBexaalm u
Haarpaxaaluun/cneunanmsmpanHm obyvyeHuns 3a cryxurenure.

HNuauxatop

M3TrouynuK Ha MH opManus

101) Bcuuku HOBOHA3HAUYEHU  CIYKUTENIH

BBBEXK/AILO 00y4eHEe OT MUHUMYM 36 akaJeMUYHHU Yaca.

ca npemuHamu|— [Iporpama 3a BBBEXIAIO U

HaJrpaxaamo oOydeHHe Ha

CILY’KUTEIINTE
— Cnucek Ha y4aCTHULH U
o0yuuTenu OT TPOBEIACHU
BBBEX/IAIIM 00y4eHUs

102) CayxuTenute ca mMpeMHHaIU Mpe3 nociaeanute 12 mecenal— JlokymMeHTH,

CHenuaau3upaHo oOydyeHue OT MUHUMYM 24 akaJleMUYHU 4aca (3a|yIocToBepsBaIM YCIIEIHO

OCHOBHM  CHEIHAIUCTH,  OCBILECTBSABAIM  JEHHOCTH  MO|MpeMUHaNu OOydeHHs (Hamp.

PBKOBOACTBO M MPEIOCTaBSIHE  HAa  COLMAJIHM  YCIYTH,|cepTHU(UKATH)

MPENOPBUNTETHHU CICIUATUCTH U CIYKUTENH, IPSIKO aHTaKUpPaHU |— [ToumeHnHo IATHO

¢ 00CIIy)KBaHETO Ha MOTPEOUTENNTE) 1 MUHUMYM 12 akageMU4HH | pa3nucaHue

Jaca 3a CIYXUTCIIUTC,
conraliHaTa ycliyra.

nojArnoMarainy (QyHKIMOHUPAHETO Ha

103)  MHTepBrOMpaHUTE  CIYKUTEIU

IO3HaBaT
WuuBuyanHu miaHoBe 3a Mpo(ecuoHaIHO pa3BUTHE.

CBOUTC| — I/IHTepBIOTa CbhC CIIYXXUTCIIN

— MuauBuayanHu IUIaHOBE 3a




npodecuoHaTHO pa3BUTHE Ha
BCEKU CIY)KUTET

104) PpkoBOIUTENAT HA YCIIyraTta € IpeMUHa Tpe3 nociaeanuTe 12| — JlokymMeHTH,

Mecella IMOHE eAHO OOydeHHe, CBBP3aHO C YIPaBJICHCKHUTE|YIOCTOBEPSBAIIM YCHEIHO

byHKIHUH. npeMuHanu oOydeHus (Harp.
cepTudukaTi)

Kpurepwuit 10.3: [1oCTaBYMKBLT Ha COLMAIHATa yc/lyra oCUrypsiBa Ha CRyXutenure
npodecroHanHa nogkpena 4Ypes HacTaBHUYECTBO, FPyrnoBa U MHAMBUAYasHA CyNepBUsus.

HNupuxarop H3T0uHuK HA MH opManus

105) Becekrn HOBOMOCTBITHI CITYKUTE 0€3 ONUT B|— 3amoBe]1 3a onpeieisiHe Ha HACTaBHUK
CHCTEMaTa Ha COLMAIHHUTE YCJYrKM KWMa|— Hocuera Ha HOBONOCTBIUIIM CIYKHTEIH 0O€3
Ha3Ha4yeH HaCTaBHWK, ornpeaesieH 3a|OHmUT B CUCTCMATa Ha COUMUAIHU YCIyru
nepmnoag oT 6 Meceua OT jaTaTa Ha|- I/IHTepBIO C PbKOBOJUTEII HA yCIyrara
Ha3Ha4aBaHeE. — IIpn mpUIIOKUMOCT, UHTEPBIO C OMPEACICHUS
HAaCTaBHUK

106) Cayxutenure ca npeMuHanu rpynosal— ['paduk Ha cynepBusunTe

cymepBu3Msi — Ha Bceku 3 Meceua (3a|—  I[IpoTokonu/oTdeTM  OT  IPOBEINCHUTE
nociequute 12 mecena). CYEPBU3HOHHH CECUU

— AsBroOuorpaguu Ha CHEHUATUCTUTE IO
CynepBU3Hs (HE3aBUCHMO Jalld Ce IPEeJOCTaBs
MPSIKO OT JIMIIE, UM OT BHHINHA OPTaHU3aI[H)

— JloroBopu ¢ BBHIIHM CHEHUAINCTH W/MIU
JOCTaBYMIIM HA YCIIYTH IO CYMEPBU3HS

107) Cayxutenure ca IIpEMUHAIN
WHIUBHUIyalTHA CYNEpBHU3Us — OT BBHINCH 3a
yciyrara CrieluanucT — Ha Bceku 4 mecena (3a
nocnenaute 12 mecera).

B. locTaBYUMKBT Ha cneuuvanmsMpaHaTa couymanHa ycnyra OIY e anbiKeH ga ocurypm
cnepHuTe cTaHaapTy 3a ePeKTUMBHOCT Ha ycJiyraTta € orjieg Ha nocTurHaTure pesyJitatm
3a simyaTta, KOoMTo 51 Nos13BaT, B OTroBOpP Ha NOTpebHoCcTUTE UM:

CtaHaaprt 11: YnpaBneHue Ha cayJyan

CneuvanmsupaHaTta couuanHa ycnyra OIY ocurypsBa edeKTUBHO ynpaBfieHMe Ha Chy4das Ha
BCEKM NoTpebuten cbobpasHO HEroBUTE MHAMBUAYASTHN NOTPEBHOCTU, PEeCYpCKu U XenaHus, KaTo
ocurypssBa edeKTMBHO npefocTaBsHe Ha ycnyrata. [JoCTaBuUMKBbT OCUrypsiBa y4yacTMETO Ha
notpebutennte, TEXHUTE CEMENCTBA/3aKOHHW NpeaCTaBUTEeNN B NpoLeca Ha OueHKa, MiaaHupaHe,
npefocTaBsHe M OLUEeHsIBaHe Ha MOCTUrHaTUTe pe3ynTaTu.

Kpurepuia 11.1: lHaMBMayanHaTa oueHka Ha notpebHocTute (MOIM) Ha Bcekn noTpebuten ce
M3roTBS B CPOK OT MYATUANUCUMIMIMHAPEH €KUM, CbCTaBEH OT He MOo-Masiko OT ABaMa CIyXuUTenu,
Nno yTBbpAEHM OT AOCTaBYMKA HACOKMW.

HNupuxarop H3Tr0ouHuK HA uH opManus

108) Beuuku nmorpedbuTenu ca mpuetu B yeayratal— [Ipoieaypa 3a mpueM Ha nmotpeduTenu
cnopen [Ipouenypa 3a mpuem Ha notpedutenu. |— MHTEpBIOTa ChC CIYKUTENN

109) JloctaBunkbT € pa3paboTun u yrBwpaui|— Hacoku 3a usrorssine Ha MOITIT
Hacok 3a u3rorssiHe Ha MOIL

110) Hacoxure 3a nsrorssiHe Ha MOII BrirouBaT|— ChabpkaTeneH aHalu3 Ha HACOKUTE 3a
o0JlacTH W MeETOAM Ha OIleHKa, ucTopus Ha|usrorBsHe Ha MOII

ciy4asi, TpenxomHu oneHkd, pesynrata oT|— MOII Ha moTpedutenute

EKCIIePTHU3H.




111) Beunuku HMOIlI  ca wu3paboTeHn  OT
MYJITHAMCIHUIUIMHAPHU €KUIH, ChCTaBEHU OT HE
I10-MAJIKO OT JIBaMa CITY>KUTEITH.

— HMOII Ha notpeduTenute
JlokyMeHT, omnpenensug
MYITHIACUUIUIMHAPHUS CKUTI
— Ilpy nmpuUIOKUMOCT, CTAHOBMIIA Ha BBHHIIHU
CHELMATUCTH

YJIICHOBCTC Ha

112) UOII na norpebutenute ca u3paboTeHU U
aKTyaJlM3UpaHU B CPOK.

— IIspBuTte UOII ca uzpaboreHu BbB BH3MOKHO
Hal-KpaThK CpPOK (CHopea CHEIIHOCTTa Ha
ciydasi), HO HE€ TMO-KbcHO OT 20 AHU OT
HauyaJHaTa /laTa Ha 3asABsBaHE Ha KEJIAHUETO 3a
IIOJI3BaHE Ha ycilyrata pej 10CTaBYuKa

— HUOII na notpebutenure ca akTyaau3upaHU B
CpPOKOBETE, OMpEACICH! B Wwi. 33, all. 3 Wiu 4Jl.
34, an. 1 ot ITI3CY

113) 3a Bcuuku nDOTpeOUTENM ca HAIUYHHU
noanucanu  HOII OT WICHOBETE Ha
MYITUIUCUUIUIMHAPHUS €KUM U TOTpeOHuTens
(Hanm 18-rogumma  BB3pacT) WU oT
POUTENSA/3aKOHHHUS TIPEICTaBUTEN (32 Je1a).

— HOII na norpedurtenure
— Ilpyn Hanmuuyme — MPOTOKONM OT Ipolleca Ha
o0CHKIaHe

Kpurepwit 11.2: VHauBuayanHusaT nnaH 3a nogkpena (MMM), koiTo e HepasaenHa yacT OT
[orosopa 3a nonsBaHe Ha COLMANHM YCNYrM Ha BCekn notpebuten, ce nsrotes B CPoK OT
MyATUAUCLUNANHAPEH €KMN C y4acTMEeTO Ha notpebuTtens u otpasssa MOMM.

HNuguxatop

H3r0ouyHuK HA uH opManus

114) Bewmuku UIIl ca wu3zpaboreHu
MyATAAMCUUTIIMHApHUS exkun 1o NOTI.

oT

— UIIII na notpeOurtenute

JIoKkyMeHT,  ompezensuy
MYATUIUCUUIIIIMHAPHUS CKUIT
— IIpoTokonu ot nmpoueca Ha u3rotesiHe Ha UIIII

YICHOBCTC Ha

115) UIIIT Ha moTpeduTenuTe ca u3pabOTEeHU U
aKTyaJTU3UPaHU B CPOK.

— IIepBute U ca n3paboTeHn BHB BH3MOKHO
Hail-KpaTbK CpOK (CHOpex CHEMHOCTTa Ha
ciydasi), HO HE€ TMO-KbcHO OT 20 JHH OT
HauyajHaTa /1aTa Ha 3asBsBaHE Ha KEJIAHUETO 3a
MOJI3BaHE Ha ycilyrata pej 10CTaBYuKa

— WUIIT na norpebutenure ca akTyaau3upaHU B
CPOKOBETE, OIpeeieHu B wi. 33, an. 3 uiau uJ.
34, an. 1 ot ITI3CY

116) Crpykrypata u cbabpxkanuero Ha WIIII
OTrOBapsT Ha M3MCKBAHUATA HAa HOpPMaTHUBHATa
ypenda U ChIbp>KaT KOHKPETHH, PEATUCTUYHH U
M3MEPUMHU eI U Pe3yTaTH.

— Coabpkarenen npersiien Ha Bcuukua UIII Ha
MOTPEOUTENHNTE

CpaBHuUTeNEH Tperien] Ha MTPOU3BOIHO
n30panu UIII na none 5 morpedurenu

— MHTEepBIOTA CHC CITY)KUTENH

117) 3a Bcuukd mOTpeOUTENH ca HAITUYHU
noanucanu  UIII OT 4YJICHOBETE Ha
MYITUIMCUUIUIMHAPHUS €KUMl U TOTpeOHuTens
(Hamg 18-rogumnma BB3pPACT) AN oT
POIUTENSA/3aKOHHHUS TIPEICTaBUTEN (32 Jera).

— WUIII na notpeburtenure
— Ilpn Hamuume — NMPOTOKOJAM OT Ipoleca Ha
o0CBXIaHe

118) INpernenanute UIIIT nemoHCcTpupar Bph3ka
cbe choTBeTHaTa MOII Ha moTpebuTens.

— IIpernen na UIIII cbe cborBeTHH NOITT

119) 3a Bcuuku moOTpeOUTENH ca HATUYHH

— Ilpernen Ha JloroBopure Ha mOoTpedOUTENUTE




HoroBopu (c mpunoxeHnu cwvorBetHu WIII),|— ITpu MIPUII0KUMOCT, 3anoBen 3a
MOANMCAHU OT JOCTaBYMKA HA Yyciayrara M|yIbIHOMOIL@ABAHE Ha CIY)KUTEN Ja IOANUCBA
oTpeouTENs u/uim HETOB 3akoHeH | JloroBopu

MpeACTaBUTEIL.

120) Crpykrypata u  cbabpkaHuero  Hal— CepabpikareneH mnperien Ha JloroBopute Ha
JloroBopuTe OTroBapAT Ha H3UCKBaHUATA Ha|HmOTpeOUTeNnuTe
HOpMaTHBHAaTa ypenoa.

Kpurepwuit 11.3: MNpekpaTsiBaHe Ha NON3BaHETO Ha chneuuanusnpaHaTa coumanHa ycnyra OMY 3a
notpebutenuTe cTaBa crnopes ycnosuaTa Ha Aorosopa.

HNupuxarop H3r0ouyHuK Ha uH opManus

121) 3a Bcuukm cioydam Ha mpekpaTsBane|— M3xopsima mora

NOJI3BAHETO  HA  yciyrara cboTBeTHUTE|— JloKiagu 3a oOleHKa Ha IIOCTUTHATUTE
nokymeHTu (akryamusupanu MOIL, U c|pesynTatu ¢ npenopbKu — Ha CllydaeH MPUHIUIT
npenopbkun uiam  Jlokmam 3a  OleHKa Ha
IIOCTUTHAaTUTE pE3YJITaTH C IPENopbKU) ca
npenocraBeHu Ha Hacousaums oprad (JCII nnm
o0mmHa).

122) Benuku npekpaTsBaHMs Ha MOJI3BaHETO Ha|— JIOKyMeHTH, yIoCTOBEpsIBAIlM NPEKpATABaHUS
yciryrata ce JOKyMeHTHpaT. MIOJI3BAHETO HA yCIIyrara
— Peructbp Ha moTpebuTenuTe

CtraHaaprt 12: NMporpama 3a BCAAKa o6yuureniHa AeHOCT

MporpamMaTa 3a BCsika 06yuuTesHa ,qe17|HOCT1 Ha cneuwnanusupaHata couuanHa ycnyra OIY e
OpWEeHTMpPaHa KbM MNpuAOBMBAHE HA YMEHUs Ha NnoTpebuTenute, KOUTO BOASAT A0 JIMYHOCTHO
pa3BUTUE, HE3ABUCKM XXMBOT, CAMOCTOATENHOCT M MnoaobpsiBaHe Ha COLMANHOTO CrpaBsiHE U
CoLManHO BKJ/OYBAHE, KaKTO M B ONTUMaNHa Bb3MOXHA CTeneH A0 MpeodossiBaHe Ha
naeHTUbULUNpaHuTe NpobneMnm n 3atpyaHeHus. [porpamata e cbobpa3eHa WM C ocTaHanute
¢opmMM Ha noakpena v coumnanHu ycnyru, KouTo JIMUETO MON3Ba, HanpuMep 3a AHEeBHa rpuxa, 3a
pe3uaeHTHa rpuxa, 3a Tepanus 1 pexabunurauusa u ap.

Kpurepuia 12.1: [locTaBUYMKBT Ha colmasiHaTa ycsyra ocbllecTBaBa noakpena no MporpamaTta
3a BCsKa obyuutenHa genHocT, cbobpa3sHo nsbopa Ha noTpebutenute v Mo HauMH, KOUTO
pa3BuMBa TEXHUTE YMEHUS CNPSMO NOTPebHOCTUTE M HAaCOYeHOCTTa Ha ycayraTta.

Nupukarop HN3TouHUK Ha
HH(p opMaLuA

123) Ilporpamata chabpka KaTO MUHUMYM: @) IieJieBa Tpyma; 0) menu,|— IIporpama 3a  Bcsika

3aa4M, ChIbpKAHWE W METOJ Ha OOy4eHHeTo; B) MpaBWia 3a|o00yduTeaHa JCHHOCT

MpPOBEXKJIAaHE Ha JACHHOCTUTE; TPH MPUIOKUMOCT — HA4YMH Ha

BBaHMOIlefICTBI/IG C Apyru CONUAJIIHN YCJIYI', KOUTO JIMIETO I1OJI3BA.

124) Becexku moTpebuTen ydactBa B OOyIMTETHU ACHHOCTH — TpynoBo|— Habmronenue
WU MHIUBUAYaTHO, ChOOPa3HO CBOUTE MOTPEOHOCTH U JKEJaHUE. — WUIIT Ha motpebuTenute
— CenmuuHu rpaduuu




Kpurepwmia 12.2: [locTaBYMKbBT Ha coumanHaTa ycayra npenoctaBst obyyntenHuTe AerMHOCTH 3a
BCeku notpebuten cbobpasHo naeHTU@UUUpaHUTEe NOTPEOHOCTK, 3a710XKEHUTE LEN U
O4YaKBaHWTe pe3ynTaTu, KaTo NepuoanYHO npernexaa NoCcTUrHaTUS HanpeabkK B KpaTKOCPOYeH,

CpefHOCPOYEH W/UNWN OAbITOCPOYEH M/IaH.

Nupukarop

HN3T0YHUK HA HH() OpMaAIUA

125) Iporpamara 3a Bcsika OOy4uTENIHA JEHHOCT
BKJIIOYBA  KPUTEpPUM  3a  HM3MEpPBAHE  Ha
IOCTUTHATHUSA 3a OTPEOUTENNTE HAIIPEIbK.

— [Iporpama 3a Bcska oOyduTenHa JEHHOCT
— MIHTEpBIO C pPKOBOJMTEIIS HA yCayrara
— MHTEpBIOTA CBC CIYKUTETU

126) HHTepBIOMpaHHUTE CIYKUTEINW IOCOYBaT| l'épH TIPUIOKUMOCT, — MHICpBIOTA €
IIpUMEepH  OT  NEPUOJHMYEH  IIpernes  Ha nonge HT/GHH

IOCTUTHATUSA 3a TOTPEOUTENNTE HAIIPEIbK. — JAIUCH/IPOTOKOJIM OT pasBUTHE Ha CITydan
Kpurepuia 12.3: [locTaBUYMKbBT Ha couMasiHaTa ycjyra opraHmsanpa AenHOCTUTE 3a oby4yeHune B
noAKpena Ha pa3BMBAHETO Ha yYMeHUs U 3a POopMUpaHe Ha MOAXOASLUN Harnacu 3a JIMYHOCTHO
pa3BuTME, HE3AaBUCKM XUBOT U COLMAIHO BK/IOYBAHE.

HNupuxarop H3T10uHuK HA MH opManus

127) TIlpm npunoxumoct, aeHoctutre 3al— [Iporpama 3a Bcska oOyduTenHa 1eHHOCT
o0yueHMEe B YMEHHMS 32 CaMOCTOSTEIHOCT|— MIHTEpBIOTa ChC CIYKUTEIH

OCUI'YpsIBAT pa3BHBaHE Ha HaBULM U yMeHMs 3a|— [Ipm  mpunoxkumocr, HUHTEpBIOTa  C
camooOcCTykBaHe (Harp.: obmuuaHe, Mog00p Ha|moTpeduTenu

Ipexy, TOJIbpXKAHE Ha BBHIIEH BHJ, JMYHA
XATUEHA, XUTUEHA MPU W3MO0JI3BAHE HA TOAJIETHA,
U Jp.), UHTUMHOCT U HHTHUMHHU OTHOUICHUS,
JUYHYU BEIM U MPUHANIEKHOCTH (COOCTBEHOCT,
MO/Tbp)KaHE M TpUKa 3a JIMYHUTE BEIM,
OTHOIIICHUE KbM BEUMTE Ha JIPYrute), OopaBeHe
C Mapy U nas3apyBaHe U JIp.

128) Ilpm npunoXUMOCT, JAEHHOCTUTE 3a
o0yyeHHEe B YMEHHUs 3a HE3aBUCUM JKHUBOT
OCUTYpsIBAT Pa3BUTHUETO Ha CIIOCOOHOCTH 3a
COLIMAJIHO BKJIIOUBAHE (oburyBane,
B3aUMOJICHICTBME B  pa3zIMYHU  COLMAIHHU
CUTYallUH, W3MBIHCHHE HAa WHCTUTYLIHOHAIHH
W3UCKBAHUS U POJIH | JIP.).

129) Ilpu TOpPUIOKHUMOCT, JACHHOCTHUTE 3a
oOydeHHe B yMEHHUs 3a TpukKa U TOJKpena 3a
3aBUCUMH OT TPHIXKa YJIEHOBE Ha CEMEHCTBOTO
OCHUTYpSIBAT pPa3lO3HaBaHE Ha cleUuUKUTE Ha
OTIpEICNICHU CHhCTOSHUS M OKa3BaHE Ha TPUIKa,
ChOOpa3HO TMOTPEOHOCTUTE B  OOCITYy)XKBaHE,
B3aMMO/ICHICTBUE, OPTaHU3ALIHS HA €KETHEBUETO
U ap.

130) Ilpm npunOXKUMOCT, JAEHHOCTUTE 3a
oOyueHHEe B YMECHHUS 3a TpHXa M IOJKpena Ha
Jlella ¥ pa3BUTHE HA POJMUTEIICKM KamalHUTET Ha
CEMEICTBa, KaHJIMJATH 3a NMPUEMHH CEMEHCTBA
W/UIY KaHIWJATH 32 OCHHOBUTEIM OCHUTYpSBAT

— HMudopmanus, nmoamnucaHa oT PBHKOBOJUTEINS
Ha yciyrara

[Tpu MPHUIIOKUMOCT,
MaTepuanu/CpeacTsa

— Ipu mpuI0KUMOCT, 3aITUCH OT TIPOBEKIAHUTE
NENHOCTH

o0yuuTeTHHA




HpI/I,[[O6I/IBaHC Ha YMCHHA 3a NOAXOISAIIA T'pHKa
3a Jacuara.

CraHpgaprt 13: B3aMMOOTHOLLEHMS NoTpeburenm - cayxxurenm

CneunanmsmpaHata couuanHa ycnyra OIFlY cb3gaBa cpefja W YyC/NOBUSA 3@ U3rpa)kaaHe Ha
OTHOLUEHNS!, KOUTO Ce OCHOBaBaT Ha B3auMMHO AoBepue, NpodeCUOoHaNHO OTHOLIEHME U 3aynTaHe
M Cb3gaBaHe Ha npodecuoHanHn rpaHuum B obwyBaHeTo. Cnyxwutenute obuwysBaT C
notpebutennte cbobpasHo THAXHaTa Bb3pacT, OCOBEHOCTM B KOMYHMKAUMATA, HMBO Ha
WHTeNeKTyas IHO pa3BUTUE U JINYHOCTHM 0COBEeHOoCT!.

Kpurepwuia 13.1: [JocTaBUYMKBT Ha coumanHaTa ycnyra pa3paboTBa v npuiara SCHUM NpaBuna Ha
B3aMMOAENCTBME W NOBEAEHME Ha CAyXutenute wn notpebutenute KakTo B rpyna, Taka W
WHAMBMAYANHO, B KOUTO JIMYHUTE FpaHMLM N 0COBEHOCTMN Ca YBaXEHN N 3a4YeTEHM.

HNupuxarop H3r0ouHuK Ha uH opManus

131) WurepBronpanute|— Habmonenue
CIIYKMTEIM JaBaT INpPUMEpPHU 3a
IpaBuja Ha B3aUMOJCHCTBUE
MOMEXY CU U C TOTpEeOUTENnTE.

— MHTepBIOTa CBHC CAYKUTETH

132) [Tpu npuiioxxumoct|— Habmonenne
MOTPEOUTENNUTE CIOACTAT MHEHUE| TpH TPHIOKHMOCT, HHTEDBIOTA C
3a BKJTIOYBAHETO UM 1 LorpeGuTenn

B3aMMOOTHOIICHUATA B IpyIriara.

Kpurepumia 13.2: [locTaBUYUMKbBT Ha coumasHata ycyra paspaborsa v npunara Mpoueaypa 3a
AeCTBUe Npu NposiBa Ha HenpMeMsIMBO NoBeAeHne OT CTpaHa Ha noTpebuten.

Nuaukarop H3T0unuK HA uH opManus

133) JlocTaBUMKBT nma|— IIpouenypa 3a neiictBue npu IposiBa Ha
paspaborena  Ilpomenypa  3a|HenmpueMiInBO IMOBeIEHHWE OT CTpaHa Ha
JIeiicTBMEe TNpu  TposBa  Ha|morpeduten

HEMPUEMIIUBO  TIOBEJIEHHE  OT
CTpaHa Ha OTpeOuTel.

134) NMa memeny| — AHTEPBIOTA ChC CITYKUTEITH
JI0Ka3aTesCcTBa, 4e MoTpeOnuTENnnTe

Ha yciyraTa U TeXHUTe OJU3KU ca
3ano3Hatu ¢ [Ipouemypara.

— IIpaBUIIHUK 32 BBTPELIHUS e

— llpm nDpUIOKUMOCT, HMHTEPBIOTA C
oTpeouTeNIn

135) [Ipu npunoxumoct, UIIII na|— UIIII na notpedutenute
noTpeOuTEeNnTe ChIbpKAT
uHpopMarus 3a NpoOIEMHO HIIU
Creuu(puYHO TIOBEJCHUE, KOETO|— [Ipy n0pUIOKUMOCT, HHTEpPBIOTAa C

nMma HY)XIa oT CIICIINAJICH HOTpGGI/ITeJ'II/I
OTTOBOp.

— I/IHTepBIOTa CBC CIIYXXUTECIN

136) Ilpunoxenutre wMepku mno|— Kuura/peructbp Ha HaJlaraHUTE MEPKU
[Ipouenypara ca perucTpupaHu B
CIelrajHa KHUTa U B JOCUETO Ha
MOTPEeOUTENNTE.

— Jlocuera Ha MOTPEOUTENUTE

CraHpaprt 14: NpaBa v 3akpwia

CneunanmsmpaHata couuanHa ycnyra OIFlY ocwurypsiBa ycroBus 3a ChNa3BaHe nMpaBaTa Ha



noTpebuTennTe, BKKOYMTENHO NPaBOTO Ha 3aKpwia Ha JIMYHOCTTA. YCiyraTa ocurypsiBa 3awiuTa
Ha noTtpebutenute oT BCSAKAKBM (POPMU Ha Hacwunme, 3noynotpeba n HebpexxHOoCT. [JOoCTaBUMKBLT
MHpOPMUPa M NOAKpPENs MoTpebutennte Aa u3passiBaT MHEHWE MO BbMPOCK, KOUTO I'M KacaaT WUnu
TpPEBOXaT, U Aa No/ly4yaBaT CBOEBPEMEHEH OTrOBOP Ha TSX.

Kpurepuit 14.1: [locTaBUYMKbBT Ha couMasiHaTa ycsyra nosHaea W cnasBa npaBaTa Ha
notpeburenure.

Nupuxarop N3T0ouHuK Ha MH} opManus

137) Bcwukum  coyxuTenu — nmo3HaBart|— [Iporpama 3a BEBEXIAITN0 U HAATPAKIAINM O0yICHUS
KonBennusita Ha OOH 3a mnpaBata Ha
nerero u KowuBennmusrta "Ha OOH 3a
IpaBaTa Ha Xopara C yBpeKIaHUsl, KaKTO U
JIpyrd  peleBaHTHU  Ha  JEMHOCTTa
HOPMAaTHUBHHU JOKYMCHTH.

- I/IHTepBIOTa CbhC CIIYXXUTCIIN

138) HocraBuukbT € B cbcTosiHME Jna|— MHbopMannoHHN MaTepuanu
IPEICTaBU JI0KAa3aTeICTBa 3a 3aUuMTaHE Ha
MpaBOTO Ha MHEHHE W 3a4yWTaHe Ha

— MHTepBIOTA CHC CIIYKUTENIH

JAMYHOCTTA  HA  IOTPEOUTENUTE  TpH|— [pu npUITOKUMOCT, UHTEPBIOTA C TOTPEOUTENN
IpeIOoCTaBIHE Ha yciIyrara.
— MHTEpPBIO C pHKOBOAMUTENS HA yCayraTta

Kputepwuit 14.2: [locTaBYMKBT Ha couManHaTa ycjlyra rapaHTMpa B MakCUManHa CTeneH
3a4mTaHe NIMYHOTO AOCTOMHCTBO Ha noTpebutenute u 3awmrta oT 3no0ynoTpeba n Hacunme.

Nupauxarop H3Tr0ouHuK Ha uH opManus

139) WnrtepBroupanute|— I[lporenypa 3a momaBaHe Ha Kanow,
noTrpeduTenu II03HAaBaT| IpeACTaBeHa o JOCTBIIEH 3a
[lpouenypata 3a momaBaHe Ha|moTpeduTeNnUTE HAYNH

Kajou.

— llpm nDpUIOKUMOCT, HMHTEpPBIOTA C
MOTpeOuTENH

140) Bewuku mnomagenu — B|— Perucrsp 3a xanbute
nocieqHuTe 12 mecena xanbu ca
HaHeceHM B Peructsp  3a
xKanoure.

141) Bcuuku  mojgafgeHu  B|— 3amoBej Ha PBHKOBOJMTENS Ha yciayrarta
nmocienauTe 12 Mmecena xanou cal3a ce3maBade Ha Komucus
pasmeaHd M ca NpeaJIOKEHU

— Jlocue 3a Bcska skaymba (omucaHWe Ha
pemenuss ot KowmwmcusAra 1o

*aynbara, IpPOTOKOJM U pEUIEHUs OT

Kamonre. 3acenanus Ha Komucusira)
— Noxnan na Komucusra 10 pbKOBOIUTENSA
Ha yciyrara
— OTroBop 10 *xandoroaaTens
142) NurepBronpanute|— [Ipoueaypa 3a CUrHanu U JOKIAJBaHE HA
CITY)KUTEIH MO3HABAT| ClIydan Ha HACHUJIHE

[Ipouenypata 3a cUTHAIX H©
JOKIaJBaHE Ha  ciaydad Ha
HacuJjue.

— PerucTtsp Ha cHUTHaNIUTE W TAXHOTO
pa3BHUTHE

— MIHTEpBIOTA CHC CITY)KUTEIIN

143) WurepBronpanure|— Ilpn NOpHIIOKUMOCT, HHTEPBIOTA C




noTpeOHuTeNn ca 3amo3HaTh  C| moTpeOuTenH
IpaBOTO CH Ha 3a0MTa OT
BCSIKaKBH (OpMHM Ha HACHIIUE W
310ynoTpeoa.

144) Cnyxutenure mnpeMUHABAT|— YI0CTOBEpPEHHUE OT 00yUYeHHE
BEIHBXK TONUIIHO OOydeHue 3a
3aKpuJia OT HacUJIHe.

— MIHTEpBIOTA CBC CIY’)KUTEIINTE

— Nndopmanus, MOJNKCaHa oT
PBKOBOJMTENS HA yCiIyrara

145) Ilpu npunoxumoct, Ha|—HaGmonenue Ha cpenara
BUJHO MIACTO €  IIOCTaBeHa
nHpopmarus 3a HTJIJ[ 116 111 u
cremmHa TenegonHa TuHus 112.

Kpurepumit 14.3: [locTaBUMKDBT Ha couMasiHaTa ycjyra cb3gaBa YCNOBUS 3a U3CNYLLUBAHE
MHEHMETO Ha noTpebutenunte B Npoueca Ha NpeaocTaBsiHE Ha yCJlyraTa, KaTto rapaHTmpa, Je
N3paseHnUTe MHeHUs Ha noTpebuTenute HaMa Aa AoBedaT A0 HeraTMBHM MOCNeACTBMUS 3a TAX.

HNupuxarop H3r0ouHuK Ha uH opManus
146) MHuenunero Ha|— UOII na norpedurenute
NOTpeOUTENINTE C€ HU3CIylBa U

— WIIIT na motpebutenure
3a4MTA.

147) Ha HOTpe6I/IT€J'H/IT€ ceel ™ HpI/I MNpUIIOKUMOCT, HWHTCPBIHOTA C

jaTpy/HEHAa  KOMyHuKauusi —ca|MOTpeOuTEH
OCHIYPEHH  BB3MOXKHOCTU  Ja
U3pa3aBaT MHEHUETO CH M JId CE
3aMO3HASAT C B3ETUTE PELICHUS.

—  IIporoxonn OT  y4acTue Ha
MOTPEOUTENIUTE B EKUITHU OOCHKIAHUS T10

BaXHH BBIIPOCH Ha JKMBOTA B yCIIyrara,
148) Ha MOTPEOUTENNTE,| KAKTO M OT JUYHU CPELM C OTTOBOPHUS 3a
IOCTaBCHU IIOJ 3alIPCHICHHUE, Ca|HEro CIYKUTEI

OCUTYpEHH  BB3MOKHOCTH  J1a
u3paziBaT MHeHHEe 10 Benuku|— MI3MON3BaHM MaTepuami/moaxo
BBIIPOCH, CBBP3aHU C MOJI3BAHETO
Ha yCIIyraTa.

Kpurepwuit 14.4: [locTaBYMKbBT Ha couManHaTa yciyra TbpCuM aKTUBHO MHEHMETO Ha
noTpeburenure uin TEXHUTE 3aKOHHW NpeACTaBUTENM NPU OLEHKA Ha U3Mb/HEHMETO Ha
lMporpamaTta 3a pasBuUTWE Ha KayecTBOTO.

HNupuxarop H3T10uHuK HA MH opManus

149) Pazpaborenu|— dopmu/mMarepuanu 3a ThpCEHE Ha
dopMu/MaTepranu 3a ThpceHE Ha| MHEHUETO Ha MOTPeOuTeNH

MHCHHUCTO Ha HOTpC6I/ITCJII/IT€. - HporpaMa 3d4 Pa3BUTUC HA KAYCCTBOTO

150) IIpoyuena e|— IIpy nOpuIOKUMOCT, HHTEPBIOTA C
YIOBJIETBOPEHOCTTA Ha| moTpeduTenn

noTpeOuTeNnuTe pu BCSIKO
IIPUKIIIOYBAHE Ha CIIydasl.

— Ilpu mpuIOKUMOCT, BBIPOCHUILIUTE ca
aJanTUpaHu 3a JIMIa C OTPAHUYCHHS B
3pEHHETO, CIyXa WJIM TOBOpa M 3a JIMIA C




HWHTCIICKTYAJIHU 3aTPYAHCHU A

— Hannuna o606meHa wHdopManus OT
MIPOYYBAHETO

151) Ilporpamara 3a pazsutue Ha|— CpabpkareneH nperien Ha [Iporpamara
KauecTBOT0 U [OAULWIHUAT|3a pa3BUTHE HA KAYECTBOTO

otyeT KbM AKCY oTpa3sasar
MOCTUrHATUTE PE3ynTaTn OT
npoy4yBaHeTo Ha
YAOBJIETBOPEHOCTTA. — Tomumen otuer ¢ 0000mEHA

napopmarus (keM 31 mapt 3a AKCY)

— ChbabpikaTesieH mperiies Ha 00o0ieHara
nH(OpMAIU OT TPOYIBAHETO

CtaHpgaprt 15: BzammogeiicTBMue n nogkpena 3a poagurenure/6nmskure Ha notpeburenure

B cneuynanmsumpaHaTa coumanHa ycnyra OFY poanTenute/3akOHHMTE NpeacTaBUTENM Ha geuara
Ca Bb3IOXUTENM Ha NoaKpenaTta; KoraTto ycjayraTa ce npeAocTaBs Ha MbAHONETHW nAuua C
yBpexaaHus, B3auMoAeNCTBMETO C poauTennTe/3akoHHMTE NpeAcTaBUTENM € KaTo C NapTHbopuU
B noakpenarta. Pogutenute n 6nuskute Ha notpebutenute, Npu M38BEHO OT THAXHA CTpaHa
»KenaHve, nonseaT noakpena oT ycayrara.

Kpurepuia 15.1: [locTaBUMKBLT Ha couMWanHaTa ycjayra npunara dopManHun M HedopMasiHu
noaxoAn 3a BK/KOYBAHE Ha poauTenuTe/3akoHHUTE npeacTaBuTenn B NpeAoCcTaBsHETO Ha
ycnayrata npuv SCHM npaBwuna 3a B3aMMOAENCTBME W CroAdefisHE Ha MHeHMe MO OTHOLWEeHMe Ha
noagkpenara.

HNuguxatop HN3T0YHUK HA HHPOpMaLHs

152) [Tporpamara 3a|— Habmonenue

?{peHOCTafﬂHe HzalycnyraTa (BroK) _ IIporpama 3a npenocraBsiHe Ha yciayrarta
puTepun ) )u CRABPHAN gy Kpurepuit 2.1)

MOAXOAUTE W JeHHOCTUTE 3a

IOJKpeIIa Ha|— IHTEepBIOTA CBC CIY)KUTEIU

POIUTEINTE/3aKOHHUTE

MpEACTABUTENN Ha

noTpeduTeNnuTe.

153) IIpu U35BEHO ot|— UIIIT Ha noTpebuTenure

POZIMTENNTE/3AKOHHUTE — NHTEpBIOTA CHC CITYKUTENHN

NPENCTAaBUTENN  JKEIaHME  3a

nonydaBane Ha nmojkpena Ul Hal - Tlpm BwB3MokHOCT, wMHTEpBIOTA C

BCEKM  TOTPEOHMTEN  CHIABPXKA| poauTennTe/3aKOHHUTE TIPEICTABUTENN
LEJIUTE, TOAXOUTE U JCHHOCTUTE
3a IMOJIKperia Ha POJIUTEIS.

154) NurtepBronpanute|— MHTEpBIOTA CHC CIYKUTEIHN
CIYXHUTENIM JaBaT IpUMEpPH 3a
OpraHM3alus Ha pasroOBOPUTE U
JaBaHETO Ha oOpaTHa BPb3Ka KaTo

— HpI/I BB3MOXKHOCT, HHTCPBIOTA C
pOIlI/ITeJH/ITC/ 3aKOHHUTEC NPCACTABUTCIIN

qacT oT HedopMaHaTa
KOMYHUKAITUs c
POIMTETNTE/3aKOHHUTE

MpEACTaBUTETH ¥ OOMEH Ha
HUHpopMaIus ¢ TSX.

CneumnanmnsmpaHaTta coumanHa ycnyra OlMY Moxe aga ce npeaoCTtaBss caMOCTOSATESTHO M/In
2
KOMIJIEKCHO CbC C/iegHUTe COoLManHn yCcayru:

- MHGOPMUPAHE U KOHCYNTUPAHE - KaTo crneuuanv3vpaHa couuasnHa ycnyra;
- 3aCTBMHMYECTBO U MOCPEAHMNYECTBO;



- Tepanus n pexabunutaums;

— 0byueHue 3a npmgobmBaHe Ha TPyAOBU YMEHUS;

— QHEBHa rpuxa;

- pe3naeHTHa rpuxa;

— ocurypsieaHe Ha NoACJ/IOH;

— acuCTeHTCKa nogkpena.

JocTaBumMKbT Ha cneumanu3anpaHaTa couuanHa ycnyra OFY 3a pgeua/nvua  MoXe Aa
npMBnAMYa/BKOYBAa B JAeWHOCTTA Ha Yychayrata AobpoBonun cbrnacHo paspaboteHa oT
AOCTaBuuKa nporpama. BkaouBaHETO Ha CTaXxaHTu e cnej CKJYBaHe Ha CrnopasyMeHus Mexay
AOCTaBuMKa M CbOTBETHUTE BUCLUN y4ebHM 3aBeaeHus.

' Bumx Crtangapt 2.

? Mpy KOMNNEKCHO NpefoCcTaBsAHE Ha COoLManHM yCnyrm A0CTaBUYMKBT MO CBOS MNpeLeHKa MoxXe Aa
pa3zpaboTBa 06WKX WM OTAENHM nNporpaMu, npaBwuna, PperncTpyu W Apyrm [OOKYMEHTM 3a
pa3nnM4yHUTE BMAOBE couuanHu ycnyri. lpu npunaraHe Ha noaxoga 3a O6WKM AOKYMEHTU 3a
BCMYKWN MpeaoCTaBssHM KOMMIEKCHO YCNyrM creaBa ga WMMa siCHa M pgobpe CTpyKTypupaHa
nHdbopMaLmnsa 3a BCUUKM BMOOBE COLMANHU YCAYMU, KOUTO AOCTaBUMKBT NpefocTaBs, KakTo U 3a
BCUYKM BMAOBE COUMANHM YCAyrnM, KOUTO BCSAKO OT fuuaTa nos3Ba KOMMIEKCHO OT eauH
NOCTaB4MK.

Mpwno>keHue 7

KBbM 4. 9

CTaHpapTVv M KpUTEPVM 3a Ka4YeCTBO Ha cneuuvanMsvpaHa couuasnHa ycnyra
Moakpena 3a npuao6muBaHe Ha TPYAOBU YMEHMA 3a JiMLlA C TPaiHU YBpeXXaaHusl

A. locTaBYMKDbT Ha cneyvanusvpaHaTa couuvasiHa ycnyra Noakpena 3a npupobuBaHe Ha
TPYAOBM YMEHMA 3a /iMua € TpaiHu yBpexxaaHus (MMNTY) e anbikeH Aa OCUIypu ciegHuTe
cTaHAApTyv 3a opraHM3aumsa M ynpasJieHue Ha couuasiHaTa ycnyra:

CtaHpaprt 1: YnpaBneHue

CuctemMaTta 3a ynpaBfieHMe Ha crneymanmsaupaHata couumanHa ycnyra [MTY ce npwunara
edeKTMBHO M UASIOCTHO, KaTo Hacbp4yaBa KynTypa Ha Ka4yecTBOTO. [lOCTaBUMKDBT rapaHTmpa, 4ye
uenuTe Ha coumanHaTa ycayra, wuvHAMBMAyanHute notpebHocTu Ha notpebutenute M
NOCTUrHaTUTE pe3ynTaTh 3a TSAX Ce peanm3upaT Mo Bb3MOXHO Hal-edeKTMBEH HauuH, KaTo ce
aHrakmpa C pasBuMBaHe U npwiaraHe Ha 406py NPaKTUKM.

Kpurepuia 1.1: [JocTaBUYMKBT Ha colManHaTta ycnyra npunara CUCTeEMa 3a ynpaBieHue Ha
CNYXUTenute, pecypcute n KayecTsoTo.

Nupuxarop H3T0ouyHuK Ha uH opManus

1) Pasnucana cumcrema  3a|— JlocTaBUMKBT MpeaCTaBs JOKa3aTeJICTBA
YIpaBJICHWE Ha Ka4eCTBOTO, B|3a HAIMYUE HA CUCTEMA 3a YIIPABIECHUE

T.4. Ha Cayxumteamte u

— IlucMeHM TMONUTUKM W TOPOUEIYPH,
pecypcuTe.

InpaBuJia, IpaBUIIHHUIU

- Hudopmarus, MoJamnucaHa oT
PBKOBOUTENIA HA yCayraTa

2) HutepBroupanute ciayxutenu|— HaOmonenue u onucanue Ha cpeaara
JaBaT IpumMeEp oT CBOsATa
IpaKTUKa [0 T[pUJIaraHe Ha
CHCTEMa 3a yIIPaBIICHUE. — Wudopmarnus, OoANKMCcaHa oT
PBKOBOJAMTENS HA yCiIyrara

— MIHTEpBIOTA CBC CIY’)KUTEIINTE

3) O6o6mena  undopmanusi|— IlombnHena d¢opma ¢ 00600mEeHa
(cripaBka) OTHOCHO pe3ynrara 3a|uHgopmManus (Mepuoj oT Bpeme, Opoii
MoTpeOUTEeNIUTE 32 aKTUBHHUTE M|OOXBaHATH  MOTpeOuUTEnH,  MIpolIeMHu
MPUKTIOYCHHUTE CIydau. (paspemieHn W HepaspelleHu), 0o0um
TEHJICHIIUU U JIp.)

— WIIIT na motpebutenure




4) Ilporpamara 3a pas3Butue Ha|— CbabpkaTeneH nperien Ha [Iporpamara
Ka4eCTBOTO U foANWHMAT] 3a pasBUTHE HA KAYECTBOTO

otyeT kbM AKCY oTpassaBar
NOCTUrHaTUTE pe3ynTaTu.

— CpappxaTelieH nperies Ha o0o0menara
nHpopMaIus

— Tomumen otyer ¢  0000mmEHa
nHgopmanus (keM 31 mapt 3a AKCY)

5) Beuuku  cnyxutenu — cal— MHTepBIOTa ChC CIYKUTENN
3all03HATU CbhC CHABPKAHMETO HA
oOoOmenata wuHpopManus  3a
IIOCTUTHATUTE peE3yiITaTU n
B3eMaT 0]l BHUMaHHME BCUYKU
oOCTOATENACTBA OT 3HA4YEHHE 3a
no00psIBaHe Ha €KeIHEBHATA UM
pa0ora.

Kpurepwuit 1.2: YnpaBneHneTo Ha coumanHata ycnyra MNMTY e sicCHO CTPYKTypupaHo, KaTo
ynpaBAABaLLOTO ycayrata JuLe e Ha3HadyeHo OT AOCTaByMKa Ha ycyraTa 3a OoCbllecTBsABaHe Ha
pbKOBOACTBO U e paboToaaten Ha ClyXutenute, NpeaocTaBswWm ycayraTa.

HNupuxarop H3r0ouHuK Ha uH opManus

6) Jeiinoctra Ha yciayrata ce|— loroBop 3a HazHauaBaHe (BB3NaraHe) Ha
yOpaBiisiBa OT Ha3HA4€H  OT|JUIETO, YIIPABJISABAILO COIIMAIHATA YCIIyra

JIOCTaBUMKa PHKOBOIUTEN. ~  Tipu MIPHIOKIMOCT, BaTHIIHO
IIBTHOMOIIHO HAa  PBKOBOJHUTENS  HaA
yciyrata

7) Omnpenenenu ca]- JIImKHOCTHU  XapaKTepUCTHKH  Ha

OTTOBOPHOCTUTE, HHUBaTa  Ha|CIyKuUTeIuTe (BKI. OpraHurpama)

B3€MaHC Ha PEHICHU A
(HOJILII/IHQHOCT) n 3adbJDKCHUATA
Ha CIIY)KUTCIIUTEC.

Kpurepwmia 1.3: [locTaBUMKDBT Ha coumanHaTa ycnyra npunara Metoam 3a paborta, cbobpaseHu c
npoyyeHun gobpu npakTnku 3a pabota cbC cneunduyHa NOTpebHOCT Ha onpeaesneHa rpyna nuua.

Nupukarop HN3T0YHUK HA HH( OpMaAIUA
8) [pu BB3MOXKHOCT,| — IHTEepBIO C pHKOBOAMTENS Ha ycayraTa
YCTAaHOBSIBAHE Ha MeToAM 3a| Wndopmars, HoIHcana or

paboTa B yciyrata, ChOOpa3eHu ¢
MpOy4eHU J0OpU TPAKTUKA U
MOAXoau 3a paboTa ¢ jena Haj
16-romuiHa BB3pACT/IIBIHOJIETHH
JUIa ¢ TpalHU  YBpPEXITaHHS,
cboOpazHO  creuugukata  Ha
ycIyrata ¥ HAacO4YeHOCTTa Ha
MoJIKpenara.

PBKOBOAMTENS HA ycayraTa

9) [Tpn BB3MOXKHOCT,
PBKOBOAMUTENSAT  Ha  yciyrara
mocoyBa TIOHE eaHa  Jo0pa




[PAKTUKa/MHOBALIMS, TMPUIIOKEHA
B yCIIyraTa.

CtaHpapT 2: OpraHusaums Ha geHocTure

CneuvanusvpaHata couuanHa ycnyra T[MTY opraHusvpa AeVHOCTWTE 3a NoAroTOBKa M
npuapykaBaHe Ha nuua C TpalHW yBpexaaHus 3a npuaobuBaHe Ha TPyAOBW YMEHUs criopes
npeaBapuTenHo YTBbpAEHa nporpaMa 3a BCska TpyaoBa obyuuTenHa AeNHOCT, npu  SCHO
onpeaenieHn Lenm n CbabpXaHue, MeToaM Ha paboTa, opraHM3auus Ha AeMHOCTUTE M NpaBuna.
Kpurepuin 2.1: [JocTaBUMKBT Ha couManHaTa ycfiyra e pas3paboTun W npwunara nporpamMa 3a
BCAKa TpyAoBa 06yynTeniHa AEVHOCT 3a npuaobrBaHe Ha TPYyAOBWU YMEHUS.

HNupuxarop H3Tr0ouyHuK Ha uH opManus

10) Pa3paborena u yrBBpAcHa|— [Iporpama 3a Bcska TpyaoBa oOydHTETHA
[lporpama 3a Bcska TpymoBa|JdeiHOCT
oOy4yuTenHa AeHHOCT.

11) IIporpamara e cboOpazena c|— [Iporpama 3a Bcska TpyaoBa oOydHTETHA
BB3paCTTa, HACOYEHOCTTAa  Ha|JIeWHOCT

HeHHOCTHTE ¥  creuguIHiTe| HHTEpBIO C ppKOBOAUTEIS HA yCayraTa
MOTPEOHOCTH Ha TTOTPEOUTEITUTE.

— MIHTEpBIOTA CHC CITYKUTEIN

12) Ilpu npunoxumoct, yciyrara|— Habmonenue
U3I10JI13Ba TOJIXOISIIIA
o0opy/BaHe, WHCTPYMEHTH,
paboTHO 00JEeKT0, Mpeana3Hu
CpeicTBa W/MinM Marepuand 3a— CHLOTBETHH o0opynBaHe, MHCTPYMEHTH,
JIEWHOCTTA. paboTHO 00JIeKI0, TpEeAnasHu CpPeCTBA
W/WIM MaTepuau

— Ilporpama 3a Bcsika TpyaoBa OOydHUTEITHA
ENHOCT

13) UuTepBronpanute ciayxutenu|— MHTepBIOTa ChC CIYKUTENN
JaBaT  [puUMep OT  CBOSTa
IIpaKTUKa [0 T[pUJIaraHe Ha
porpamara.

— Nudpopmanus, MOJNKCaHa oT
PBKOBOJMTENS HA ycIyrara

Kpurepuia 2.2: [JoCTaBUYMKBLT Ha colManHata ycnyra KOHKpeTmM3npa AeWHOCTUTE C
notpebutenute B rpyna wu/wnn MHAMBMAYyanHoO B rpaduk, KakTo U HauMHa Ha NpoBeXAaHe Ha
OENHOCTUTE - B cneuuanusmpaHa cpega wnm MobuHo.

Nupuxarop H3T0ouHuK Ha uH opManus

14) Pazpaboren rpaduk 3a|— HaGmrogenue
MPOBEXAAHE HA JIEWHOCTUTE 3a
MOJIrOTOBKA M/UJTU TIPUIPYKaBaHE
— cBoOpa3eH CBhC CHOTBETHATa
HporpaMa 3a TpyAoBa 06Y'11/IT€‘JIH3 — I/IHTepBIO C PbKOBOJUTEII HA yCIyrara
JEUHOCT.

— IIporpama 3a Bcska TpynoBa oOydnTeTHA
EUHOCT

— MHTepBIOTa CHC CIIYKUTEIHN
15) 3a Bceku moTpedbuTENn € p YK

M3TOTBEH Ipauk 3a pabora —|_ [lpy MOPUIOKMMOCT, HHTEPBIOTA C
OCHOBaH Ha TpadyKa Ha ycyrara. MOTpeOUTENH

— WNnuBuayanexn rpaduk Ha
MOTpEeOUTENNTE




CtaHpapTt 3: MsacTO Ha npeaocTaBsiHe

MacToTO Ha cneuuanusvMpaHata couuwanHa ycnyra [MMTY cnocobcTBa 3a 3a40BOAsSBaHE Ha
notpebHocTUTE Ha noTpebutenute B ycnyrata u TAXHOTO COLIMANHO BKOYBaHe.
Kpurepuia 3.1: MscToTO Ha coumanHata ycnyra [MTY e KOMyHMKaTMBHO. YcJyrata uMa

aAMUHUCTPATMBEH afpec Ha npeaocTaBsiHe.
(*) MNpu n3L5710 MOBUIIHO NPEAOCTaBSIHE Ha coumnasaHata ycsyra TO3u KpUTeEpui ce rpoBepsiBa B
4acTTa 3a OCUrypsiBaHe Ha aAMWHNCTPATUBEH aapec Ha ycJjyrara.

Nupukarop HN3T0YHUK HA HH() OpMaAIUA

16) Cpenata, B koaTro ce|— HaOmoneHnue u onucanue Ha cpeaara
npenocrass IIITY, e nmoaxonsia
o OTHOILICHUE Ha
KOMYHHUKAaTHBHOCT.

17) 3a pgoctena go IIMITY Hsma
nperpagd M MpPEdYKd,  Karo
Oapuepu, 3a0paHa 3a CriupaHe.

18) YcranoBsiBane Ha|— Pemenue Ha OOUMHCKUS CBHBET, a B
aJMMHUCTPaTHBEH  aJIpec  Ha|CciydauTe, KOTaTo COLHMAIHHTE YCAYIU
yciayrara. Ca JgenernmpaHmn oOT AbpXaBaTa

AENHOCTH, n 3anoBep Ha
M3NBbAHUTENHUSA  AMPEKTOP  Ha

AreHumnaTa 3a coumnasnHo
noanomMaraHe
— Peructsp Ha AKCY

CraHpaprt 4: CneumanMsmpaHa cpefa M MOGWIHO npefocTaBsiHe

MpepocTtaBsAHeTO Ha chneuuanu3npaHaTa couuanHa ycnyra MMTY B cneuuanusnpaHa cpeaa w/uvnu
MObunHO e cbobpaszeHo C JeduHUpaHuTe cneuuduyHn noTpebHOCTUM U HACOYEeHOCT Ha
nogkpenata 3a npuaobueBaHe Ha TPYyAOBWM YMEHUs: a) CneuvanuivpaHaTa cpefa, B KOSTO ce
npegocTtassa MMTY, KaTo apxuTtekTypa, PyHKLMOHaNHocTHn, obopyasaHe n ob3aBexaaHe, cb3daBa
yCnoBua 3a MpoBexXjaHe Ha AeNHOCTUTE MO CbOTBETHaTa TpyaoBa obyuutenHa AenHocT; 6)
MOBMNHOTO NpeAoCcTaBsHE - KaTO OpraHusauus, u3bop Ha MSACTO Ha peanu3auus M HauyMH Ha
npoBexXxaaHe - OCUrypsisa Bb3MOXHOCT 3a npuaobuBaHe Ha YMeHWs B peanHa TpyAoBa cpeja.

Kpurepwit 4.1: [locTaBUMKbT Ha couManHaTta yc/lyra noakpens norpebutenute B cpefa, KoOsiTO
CBHOTBETCTBA Ha cneuundUIHUTE N3UCKBAHUSA 3@ NpOoBeXAaHe Ha CbOTBETHaTa TpyAoBa AENHOCT U

*

ocurypsia BK/IlOUBaHe Ha NoTpebutenute, B CbOTBETCTBME C TEXHUTE CNEUNDUKM.
(*) MNpu n3Us710 MOBUIIHO MPEAOCTaBSIHE Ha coumnasiHata ycsyra TO3M KpUTEPUI Ce rpoBepsiBa B
4YacTTa 3a OCUrypsiBaHe Ha MaTepuasiHu yC/iI0BUS 3@ BOAEHE U CbXPaHEHUE Ha JOKYMEHTaUuusTa.

Nuauxarop H3T0unuK HA uH opManus

19) Cpemara Ha mpenoctaBsHe|— HabmiomeHue w  omucaHue  Ha
CbOTBETCTBA Ha  3aJI0KEHATa| IOMEILEHUsITa

TpyZIOBa HaCOYEHOCT Ha

nporpamara.

20) O60cobeHM ca MoMeleHUs 32
POBEXK/IaHE Ha TPYIIOBH
3aHUMAaHUSL.

21) OOGocobeHo TMOMEIICHHE 32
MOYMBKa M COIMaiHa pabota ¢
noTpeOuTeNunTe.




22) IloHe egHO TOMeIIEHHE 32

CITy)KUTEJHUTE.
23) VYcnoBus 3a chxpaneHue Ha|—  HabGmiomenwme w©  omucaHwe — Ha
JMYHA JOKYMEHTaIUsI Ha| moMeIeHusTa

NOTpEOUTENNTE U apXuB (HAIMp.
MeTajieH  mKad, KOHWTO  ce
3aKIII0YBA).

— IlpaBuna 3a 10oCTHII A0 MOMEILCHUATA U
JOKYMEHTAI[USTa

24) HammuHo e HEOOXOAMMO
obopynBaHe Mpu CHOJI01aBaHEe Ha
npoeCHOHATTHUTE  HOPMH U
W3UCKBAHUS - TOMO(OH,
TelneoHEeH  MOCT,  HMHTEpHET
Bpb3Ka, BHJICOHAOMIOEHNE (B
o0  TMOMEIIEHUs, KOpPHUJIOpH,
BXOJIOBE), CHUTHAJIHA WHCTATAIHSI
(aKo € MPUIT0KHUMO).

Kpurepuit 4.2: CaHUTapHO-XUIMEHHUTE MOMELLEHNS (TOaNeTHMU U - NPU NPUIOXKUMOCT - 6aHs) B
cneumanusmpaHaTa coumanHa ycayra MNMTY ca AocTaTbyHO Ha 6pO U BCUYKN CaHUTapHU
*

CbOPBXEHUSA Ca B M3MPABHOCT.

(*) Tlpu un3us10 MO6MIHO TrpeaoCTaBsHE Ha coumasHara ycsyra TO3um KDPUTEPUI HE Ce
rpoBepsiBa.

HNupukarop HN3TouyHnKk Ha MH{( opMAaUs

25) Cnyxurtenure nomBat|— Habmiogenme w  omucaHue  Ha
CaHUTApHU TTOMEIIECH U, | TOMEIIICHHATa

pa3nuYHU oT Te3n Ha

MOTPEOUTENNTE.

26) Ilome eaHo caHUTapHO
MOMEIICHHE € TMPUCIIOCOOCHO 3a
MoJI3BaHE OT TMOTpeduTeNu ¢
WHBATUIHA KOJMYKA.

27) Beuuku CaHWUTapHU
ChOPBXKEHUS (KpaHOBE M JYILOBE
3a CTyJIeHa U TOIljia Bojia U Jip.) ca
paboTenm.

Kpmepuﬁ 4.3: [1oCTaBYUKBT Ha coumanHaTa ycnyra cna3Ba CaHUTAapHO-XUT'MEHHUTE U3SUCKBaAHUA
*
Mo OTHOLUeHME Ha OCBEeTNEeHNe, oTonneHne n BeHTnnauma Ha BCUYKKM NMOMeLLeHNA.

(*) lpu wn3ysno MobuaHO rpeaocTaBssHE Ha counasHata ycjyra TO3W KpUTepuii He ce
rpoBepsiBa.

HNupukarop HN3TouyHnKk Ha MH{( opMAaUs

28) B momemeHnusTa, B Kouto ce|— Habmomenue u  omumcaHWe  Ha
npeaoCTaBAT IICfIHOCTPITG Ha| IOMCIICHUATA

yciayrara, ce OJIbpKa

— llpm npUIOKUMOCT, HMHTEPBIOTA C

moaxoasma TeMIICparypa, oTp cOUTETH

CbOOpa3HO  M3UCKBAHMATA 32
TpyJoBara JI€HHOCT. — Ilpu npUIOKHUMOCT, HHTEPBIOTA CBHC




CIIY)KUTCIU

29) llomemenusra ca mpoBerpeHu|—  Habmionenne u  omucaHue  Ha
U HAMAT crienuuueH MUpPHC. MOMEUICHUSTA

30) Hama Hanmuuue Ha Biara u
MYXbJI B TOMEILICHUSITA.

Kpurepwuit 4.4: CneumannsumpaHaTta cpeaa (MaTepunanHaTta 6asa), B KOATO ce npeaocTaBs
cneuvanuampaHaTa couuanHa ycnyra MMTY, e B CbCTOSAHME Aa nocpelHe notpeburenu cbe

cneuwnanHum I'IOTpeﬁHOCTVI npun nNpuaBmXxXBaHe.

(*) Mpn wu3us/10 MOGMIHO MPEAOCTaBSHE HAa coumasHata ycJslyra TO3W KpUTEpU He ce
rnpoBepsiBa.

HNupuxarop H3Tr0ouyHuK Ha uH opManus

31) dynkuuonupamia pamma win|— Habmronerue n onrvcanue Ha cpejiara

Apyru TOAXOMAM) _ JokymeHTH 3a  BBBEXJAaHE B
PUCIIOCOOJIEHUS (namp. eKCILIOATAIHS Ha CBHOTBETHOTO
acaHcbop, TIO0JICMHHK) Ha o opmoxenme

MOAXO/III0 U JIECHOJOCTBITHO

BXOJIHO MsicTO KbM [ITITY. — Ilpu BB3MOXKHOCT, MHTEPBIOTa C

32) Ilpu HeoOXOAMMOCT, HMa NOTpeOHTENH
CaHUTApeH BB3eN, MPUCIIOCOOEH
3a MOJ3BaHE OT MNOTpedHuTeNnu ¢
WHBAJIN/THA KOJTHYKA.

— HaGumonienue u onicanue Ha cpejiata

33) Bpatute MO3BOJISIBAT
MOJI3BaHE OT IMOTPEOUTENN ChC
3aTPYIHEHHsS TIPH TPHIBHIKBAHE
— HsAMAT IparoBe, OpaBUTE ca Ha
JOCTBITHA 32  MOTPEOHTENHTE
BHCOYMHA.

34) IllupoumHatra Ha BCHYKU
KOPUJIOpPU M BpaTU IO IBTS HA
JIBUKECHHE MO3BOJISIBA
0e3NMpensaTcTBEHO IpEeMUHAaBaHe
Ha MHBAJIM/IHA KOJIMYKA.

Kpurepuit 4.5: Npy NpMnoXmMMocT, AOCTaBUYMKBT Ha couManHaTa yciayra npeaoctaBs AeNMHOCTUTE
*
Ha couwnanHaTa ycayra MTY n MmobuniHo.

(*) lNpu npegocTaBsiHe Ha coymasiHaTa ycJjyra caMmo B Crieymnaan3dvpaHa cpega TO3u KpUTepu He
ce npoBepsiBa.

Nupukarop HN3T0YHUK HA HH() OpMaAIUA

35) Mobunnoto nipeaoctaBsine ce|— HabGnronenue u onucanue
ochbllecTBsiBa 1o IIporpamara 3a
BCsIKa  TpydoBa  oOydMTenHa
JCHHOCT, B KOATO Ca MOCOYEHH|— ['paduk 3a paboTara Ha CIy)KUTEIUTE
BB3MOKHUTE/TIPUMEPHU JIOKAITUH,
HAaYUHBT Ha MPOBEXIaHE,
HAYMHBT Ha TMPUIBMKBAHE U
YIaCTHHITUTE.

— MHTEpBIOTa CBC CILYKUTEIIN




36) B UIIII na notpedbutenute ca|— Ul Ha morpedbutenute
3aJIOKEHHN JIEHWHOCTUTE, KOUTO Ce
MPE0CTaBAT MOOUITHO.

37) HoctaBuukbT ¢ ocurypui|— HaOmonenue u onvucanue
MOJIXOSIIM  YCTIOBHSI/CpPEICTBA 3a
IIPUJIBUKBAHE HA CIIY’)KUTEIIUTE.

38) Bpemeto 3a mpuaBukBaHe Ha| I'paduik 3a paboTara Ha CIyKHTCIHTE
CITY)KUTEIIHUTE 3a MOOUITHO
NpeIoCTaBsHE Ha yciyrarta ce
OTYHTA KaTo pabOTHO BpeMe.

— MHTEepBIOTa CBC CILYKUTEIIN

CtaHpapTt 5: be30nacHOCT U CUrypHOCT

CneuynanmnsampaHaTta coumanHa ycnyra MMTY ocurypsiBa curypHa n 6esonacHa cpega M yC/i0BUS
3a Non3BaHe Ha ycnyraTa 3a notTpebutenuTte U Cayxutenure, crnopeg encTBalunuTe HOpPMaTUBHMU
M3NCKBAHMSA, KaTo [AOCTaBUMKbBT perynspHo cbriacyBa AEWCTBUSTa CUM C MNpenopbkuTe Ha
KOMMETEHTHUTE OpraHu.

Kpurepuin 5.1: [JoCTaBuUMKBT Ha couUManHaTa YCiyra OCurypsiBa aBapuiiHa W noxapHa

6e3onacHOCT 3a noTpebutenure.
(*) Tlpu u3ysiao0 MobwIHO MNpPefoCTaBsiIHE Ha couwmasiHata ycjayra TO3u KpUTepui He ce
rnpoBepsiBa.

Nupuxarop H3Tr0ouyHuK Ha uH opManus

39) Paspaboren [lnan 3a 3ammral— [Inan 3a 3anmTa npu OEACTBUS U aBapuu
npu OS/ICTBUS U aBapuu.

40) UnTepBronpanute ciyxutenu|— MHTEpBIOTa CHC CIY)KUTETH
ca 3alo3HaTU CbC  CBOUTE
3aabiokeHns no [Inana 3a 3anmra
npu OECTBUS U aBapHu.

— Inan 3a 3ammTa mpu OCICTBUS M aBapUU

— Ilporoxonu OT MpoBENEHU Y4EOHHU
€BaKyal[MOHHU MEPOIIPUSITHUS

— Ilpennucanus Ha Cnyx6a 'Tloxxapua
0€e30ITaCHOCT U 3alliTa Ha HaceIeHUETO"

— Ioxxapao nocue/IIporneaypa 3a peaxkuus
MIPH TTOXap

41) Wma o6o3nauen aBapueH|— IIpoTokomu/mpeanmucanust ot Cyx0Oa
usxona, pabortemo eBakyarnoHHo|'TlokapHa ©Oe30macHOCT W 3alMTa Ha

OCBETJIEHUE. HaceJIeHueTo"
— HaOmronenune

42) EBakyanmuoHen 1iaH —|— HaOmonmenue

[IOCTABEH HA BUJIHO MACTO U B

ebp IJIaH.

Kpurepwmia 5.2: [locTaBUMKBT Ha coumanHaTa ycnyra npunara npoueaypa 3a CbxpaHeHue 1
M3non3BaHe Ha NoTeHUuhanaHo BpeaHM BeLWECTBaA.

(*) Mpn wu3us/10 MOGMIHO NPEAOCTaBSHE HAa coumasHata ycJslyra TO3W KpUTEpui He ce
rnpoBepsiBa.



HNuaukarop H3T0unuK HA uH opManus

43) Hannuna nucmena npouenypal—  Ilpouenypa 3a  cbXpaHeHHE U
3a CbXpaHEHHE WM M3IO0JI3BAaHE HA|M3MOJ3BAaHE HAa MOTEHLUUATHO BPEIHU
NOTEHLMAJTHO BPE/IHU BEIECTBA. |BellecTBa

44) Nma nucmeHu yka3aHus 3al— HaOmrogeHue Ha MOMEIIEHUATA
HayMHa M  JO3MpOBKaTa Ha
M3MoI3BaHe Ha mpemaparute 3a|— UHTEPBIOTA ChC CITYKUTEIH
nesuHQexunss Ha pbLeTe Ha
CIIY)KUTEJINUTE, MOTPEOUTENNTE U
Ha TOBBPXHOCTHUTE.

45) [lepunuure, MHEIUTE
CPEIACTBA M APYIM IOTEHIMAIHO
BpEIHM  BEIIECTBA Ca  SICHO
0003HAYEHN U CE€ ChXpaHABAT B
CIELMAIHU 3a TOBA MECTa, KOUTO
ca HEJOCTBITHU 3a
MOTPEOUTENNTE.

Kpurepwuit 5.3: [JoCTaBUMKBLT Ha colManHaTta ycnyra npunara lMporpaMa 3a nNpeBeHuus U nnaH 3a
OEeNCTBME NPU Bb3HUKBAHE Ha enuaeMmyHa cuTyauns. JoCTaBUMKBLT OCUTYpsABa JIMUHU NpeanasHu
CpeAcTBa 3a CNYXUTENUTE U NOTpebuTenuTe Ha ycnyrara.

HNupuxarop H3r0ouyHuK HA uH opManus

46) Paszpaborena IIporpama 3a|— Ilporpama 3a mpeBeHUHMs W TIIaH 3a

MNpCBCHIIMA W IIJIaH 3a HeﬁCTBHC Z[eﬁCTBHe npu BB3HUKBAHC Ha
Ipru BB3HUKBAHC Ha CNIMACMUYHA| CIUACMHUYHA CUTYyalluA
CUTyalus.

47) Bceuuku  cuoyxutenu  ca|— JIOKyMEHT, yJIocToBepsiBall, dYe Ha
3aIl03HATU C pasnucaHara| CILy)KMTEIIUTE € IIPEJ0CTaBeHa IIporpaMara
IIporpama 3a mpeBeHLHsS U ILIAH
3a IEUCTBUE IPU BB3HUKBAHE HA
€MUIEMUYHA CUTYalHsl.

— JlokymeHT, yaocTOBepsiBail, 4Ye Cce
MPOBEXKA IEPUOINYECH UHCTPYKTAXK

— MHTEepBIOTa CBC CILYKUTEIIN

48) Bcuukun morpebutenn u|— HaOmroneHue Ha MOMEIICHUSITA

CITyRHATCIH uMar JHHHA| _ plyTepBioTa Che CIYKUTEIH
NpeArnasHu CpeacTBa — MAacKu,
€HOKPaTHH IIPECTUIIKH,

PBKABUIIH U JIP.

Kpurepwuit 5.4: [JocTaBUMKBLT Ha couManHaTta ycayra npwiara npaBuia 3a MEPKUTE 3a
6e30MacHOCT Mpu BKOYBAHE Ha NOTpebuTenuTe B TPyAOBU AeMHOCTU. [OCTaBUYMKBLT CnasBa
n3nckBaHuATa 3a 6e30nNacHOCT Ha TpyA npu 6opaBeHe Ha NoTpebutenuTe C MalvHW,
CbOpPBXEHUS, NpenapaTun 1 ap.

Nuauxarop H3T0unuK HA MH opManus

49) JoctaBunkbT mpexacras|— HaOmomenue
W3UCKBAaHHUATa 3a 0€30IacHOCT
MpU MPOBEXKIAaHE HA JACHHOCTUTE
o MOCTBIICH Ha4YuH 33| — HTEpBIOTA CBHC CITYKUTEIU

— MuTepBIoTa ¢ moTpeduTenu




noTpeOuTeNnTE.

— Ilpm npuIOXHMOCT, Marepuand OT
MPOBEJICHN HHCTPYKTAXKU/00yIEeHU S

50) JlocTaBUMKBT  HM3BBpIIBA
OIlCHKa Ha pHUCKa Ha BCsKa
TpyZIOoBa 0Oy4uTeTHA AEHHOCT.

— OneHka Ha puUCKa 3a BCSKa TpPYIOBa
oOyuuTenHa JEHHOCT

51) 3a Bceku moTpedburen e
HaJIM4YHa HWHAWBHUAYAJIHA OICHKA
Ha PHCKA 32 ChOTBETHATA TPYJIOBA
o0y4uTeNnHa AEHHOCT.

— HMHauBuIyanHu OLEHKM Ha pHUCKa 3a
BCEKH TTOTpeOuTen

— MOIT u UITII Ha motpedbuTenute

52) ChiyXuTenuTe OCBIIECTBIBAT
TEKyIl0  HaONIOJCHUE  BBPXY
npoleca Ha TpyJaoBa oOyduTenHa
JIEHHOCT u KOHTpOJIMpaT

— I'paduik 3a KOHTPOIHUTE IEHHOCTH

— MHTepBIoTa ¢ moTpedbuTenu

— MHTepBIOTA CBHC CAYKUTETH

0e30I1acHOCTTA.

— HaOmronenue

Kpurepwmia 5.5: X1rneHmsampaHeTo 1 NoYMCTBAHETO Ha MOMELLEHMATA € YacT OT OpraHmMsauusaTa
no ocurypsiaHe Ha 6e30MacHU 1 NOAXOASLWM YC/IOBMUS 3@ OKa3BaHe Ha MoAkpena u

npuapy>asaHe 3a npuaobveaHe Ha TPYAOBM YMEHMS.

(*) Mpn wu3us/10 MOGMIHO NPEAOCTaBSHE HAa coumasHata ycJslyra TO3W KpUTEpuii He ce

rpoBepsBa.
Nupauxarop H3r0ouHuK Ha uH opManus
53) Cp3maneHa € OpTraHU3aIMs no|— HaOmronenue

XUTHEHU3UpaHe U TOAIbpKaHe Ha Oe30MacHu U
MOJXOMSAIM  YCIOBHS 32 TMPOBEXKIaHE Ha
NEUHOCTTA.

— I'paduk Ha mouncTBaHe
— MIHTEpBIOTA CHC CITY)KUTEIN

Kpurepuia 5.6: [JocTaBUMKbT Ha coLManHaTa ycayra rapaHTupa 3akpunata Ha notpeéutenure
NpW HacTbNBaHe Ha MHUMAEHT, 3acTpallaBall, XXMBOTa M 3paBeTo Ha noTpebuTen, KakTo 1 npu
OTCBLCTBUE Ha noTpebuten 6e3 ocHoBaTeNHa NpuUYnHa UK NpeaynpexiaeHue.

HNuauxatop

H3T0uHuK HA MH} opManus

54) Yreupaena llpomenypa 3a yBenoMmsiBaHe U
JIeHCTBUE TIPU UHITUICHT/CMBPT HA TTOTPEOUTET.

— Ilpouenypa 3a yBegomMsiBaHe U AECHUCTBUE NPHU
WHITUICHT/CMBPT HA TOTPEOUTEN

— MHTEepBIOTA CHC CITY)KUTEIH

— Ilporokon/m 3a mpeampueTd ACHCTBUA U
PE3YATATUTE OT TSIX

55) Vrwpnena Ilpomenypa 3a neiicTBue mpwu
OTCBhCTBHE Ha MOTpeduTen 6e3 paspeuieHue OT
yciayrarta.

— Ilpomenypa 3a AelcCTBHE NMPHU OTCHCTBHE Ha
MoTpeOuTeN Oe3 pa3pelieHre OT yCryrara

56) Bcuiku Ciry)KUTENH ca 3alo3HaTH ChC CBOUTE
3aIBJDKEHUS ChIVIACHO MPOIIEAYPHUTE.

— MHTepBIOTA CBC CITYKUTENH
— Ilporokon/m 3a mpeanpueTrd ACHCTBUS U
pe3ynTaTuTe OT TIX

57) IlpoBeneH  UHCTpyKTaxk/oOydeHHe  Ha
CIY)KMTEIMTE 32 OKa3BaHE Ha II'bpBa MOMOIII TOHE
BEJIHBXK Ipe3 mocaeanuTe 12 mecena.

— Huadopmanus, moanucaHa OT PBKOBOJUTEIS
Ha yciyraTta
— IIpoToKOT OT TPOBE/IEH MHCTPYKTAXK/O0yIeHHE

58) Bcuuku mnoTtpeOuTenw W/MIM  3aKOHHU

— llpp  OpHIOKUMOCT, HHTEPBIOTA €




HpEICTaBUTENN ca MH(POPMHUPAHU IO MOJIXOJAILI| TOTPeOHTETH
HAYMH 32 pela Ha HHPOPMHUpaAHE NP Ccaydaidl Ha
UHLUUJEHT/CMBPT M IpPU  OTCHCTBHUE  Ha
norpebuten OT yciayrata 0e3 OCHOBaTelHa
IIpUYNHA.

Kpurepuia 5.7: JocTaBUMKBT Ha colManHata ycilyra ocurypsisa ycsoBust Ha 6e3omnacHo
npoBeXaaHe Ha AeNHOCTUTE 3a MOAroTOBKAa W Npuapy’kaBaHe 3a npuaobrvBaHe Ha TpyAOBM

YMEHUA npu MOBUHO npeaoctaBsdaHE Ha ycnyraTta.

(*) Mpu npegocTaBsiHe Ha coUuasHaTa ycyra caMmo B Crieynanin3mpaHa Cpeaa To3u KPUTEPUH He
ce npoBepsiBa.

HNupuxarop H3Tr0ouyHuK HA MH opManus

59) [HocraBuukbsT pazpaborBa u mnpuiaral— Ilpomemaypa 3a 0e30macHOCT TpPH MOOHMIIHO
nporeaypH 3a 0e30MacHOCT U TOBe/IeHUe (Harp.| mpeoCcTaBsiHe Ha ycayrara
[Mporenypa 3a 0e30MacHOCT) TpH MOOUITHO
MPEIOCTaBsIHE HA yCITyraTa.

60) Ilpm ocblecTBIBaHE HAa  MOOHMJIHO
MPENIOCTaBsSHE C yJacTUe Ha MOTpeOuTeNnH
CITY)KUTEJIMTE TIPHJIaraT BhTPEIIHA MPoIeaypa 3a
0e30MmacHoCT.

CtaHpapTt 6: NoBepUTEeNHOCT U CUrypPHOCT Ha uHdopMaumaTa

CneuvanusupaHaTa coumanHa ycnyra [MTY rapaHTupa B MakKCUManHa CTeneH 3auura Ha
NMOBEPUTENHOCTTA, CUIYPHOCTTA Ha JIMYHUTE JaHHU U MHDOpMaLMSTa 3a notTpeburenure.
Kpurtepuin 6.1: [JOCTaBUMKBLT Ha couMasHaTa ycayra pa3paboTBa W npwuiara MOJUTUKU U
npoueaypv 3a CUrypHOCTTa M NOBEPUTENTHOCTTA Ha JIMYHUTE AaHHW 3a NoTpebuTenuTe.

HNupuxarop H3r0ouHuK HA uH opManus

61) Bcuuku cayxutenn ca 3ano3HaTd  c|— [lucMeHa monMTHKa M MPOIEAYPU OTHOCHO
NOJMTUKATa W MpPOLEAypUTe 3a 3allMTa Ha|3almTaTa Ha JUYHUTE JaHHU U UHQopMarusaTa
JUYHUTE JAHHU U ca HasiCHO C OTTOBOPHOCTUTE|3a MOTPEOUTENHUTE U ceMeiicTBaTa

CH 3a IOJABP)KAHE HAa IOBEPUTEIHOCTTa Ha|— MHTEpBIOTA CBC CIYKUTEIN

uHpopMarusaTa 3a mnorpeduTenuTe U TexHuTe|— MHbopMmarus, moamucaHa OT PBKOBOAMUTEINS
ceMelcTBa. Ha yciayraTta

62) XKemaenmre ma momsBar comnuanHara yciyra|l— [loamucanu Jlexnaparmun
(3aKOHHUTE TPEACTaBUTENN) ca MOIMUCAIH
Hexnapanusi 3a chrjacue 3a TMpeNoCTaBsHE U
o0paboTBaHe HaA JWUYHU JaHHU 3a IICIIUTE Ha
n3rotBsgsHeto Ha MOIT n UIIII.

Kpurepwuit 6.2: [JoCTaBUYMKBT Ha CcouManHaTta ycayra apxuBmpa AocueTaTa Ha noTpebutenute u
M CbXpaHsBa CbINTaCHO U3UCKBAHUATa Ha BbTpellHu npasBmna 3a apxmBupaHe Ha
WHpopmaumaTa.

HNupuxarop H3r0ouyHuK HA uH opManus

63) Bcuuku poxkymeHTH ce apxuBupar 1no|-— IlpaBuia 3a apxuBupane
[IpaBuna 3a apxuBHUpaHe Ha UH(opMauATa. — 3anoBen, onpenensia ckecraBa Ha Komucus ot




CIY)KUTEIH Ha YyclIyrata 3a apXHBHUpaHE
ChOOpaA3HO BHTPEIHUTE MPABUIA

64) [Ipouenypata 3a 3ammTa Ha JUUHUTE HaHHH|— [Iporenypa 3a 3anmTa Ha JTUYHUTE JAHHU Ha
Ha MOTPEOUTEITUTE ChIIbPIKA YCIOBUSATA, BPEMETO| ITIOTPEOUTETUTE
" pcaa 3a YHUIIOKABAHC HA JIMYHUTC OaHHU.

CraHpaprt 7: Pa6ora c o6wHOCTTa

PaboTtata ¢ 06WHOCTTA M CUCTEMHATA KOMYHMKAUWMS Ha chneuuanmsavpaHata couunanHa ycnyra
MATY ¢ napTHbOpW, APYrM AOCTaBYMUM, ObpXaBHM M OBWMHCKKM Cnyxbun, 6usHec, mepum,
ynTanuwia 1 Apyru, AONPUHACAT 3a nNpuaobmMBaHeTO M MNpWiaraHeTo Ha TPYyAOBW YMEHUS U
COLMANHOTO BK/KOUBAHE Ha notpebutenure.

Kpurepuia 7.1: [lpy NpWIOXKUMOCT, AOCTaBUYMKBT Ha CcouManHaTa Yyciayra npeaocTass
coumvanHata ycnyra [MMTY BbB B3auMMoAeNCTBME C ApyrM [OCTaBYMUM  Ha  COLMASIHWY,
obpa3zoBaTesiHn, 34paBHU, KYNTYPHU W APYrU  YCAYyrn, KakTo W B CbTPYAHMYECTBO C
paboTonaTencku n 6u3HeC opraHusaLmm.

HNupuxarop H3Tr0uyHuK HA uH opManus
65) Ycuyrute 3a morpedutenute ce peasmsupar|— [IpoTokomn OT TpoBEACHW Cpemm  3a
KOOPIAMHMPAHO € Jpyr'M JOCTaBUMLM  Ha| KOOpAWHALMS HAa JEHHOCTHUTE
COLIMAJIHM YCIIYTH, OpraHu3anuu u uactutyuuu. |— Ilperen na Ilporpamara 3a Bcska TpynoBa

oOyuuTenHa JeHHOCT

66) JlocTaBYMKBT CBHACUCTBA HAa BCHYKH
— WUIII na notpeburtenure

noTpeduTeN 3a AOCTHI A0 Apyrd Gopmu Ha
MOJIKperna, CbhOOpa3sHO WHAUBUAYATHUTE UM
MOTPEOHOCTH | JKEJIaHHSI.

Kpurepuia 7.2. Mpn NpUIoXnMoCT, AOCTaBYMKBT NpeAoCcTaBs cneunanmMsmpaHaTa coumanHa
ycnyra MATY BbB B3aMMOAENCTBME CbC CTOMAHCKM Cy6EKTWU, OpraHM3aumm U MHCTUTYLUKN, KOUTO
OCUrypsiBaT yC/IOBMSI 32 MOBWTHO NpOBEXAAHE Ha AEVNHOCTUTE MO NMOArOTOBKA M MpuapyXaBaHe
3a npuaobvBaHe Ha TPyAOBW YMEHUS B peasiHa cpeaa.

HNupuxarop H3r0uyHuK HA uH opManus

67) Ilpu MOOWIHO TIpenocTaBsHE CHBMECTHO c|— JloroBop c Tpera cTpaHa 3a IPOBEXIAAHE Ha
TpeTH Juia (CTOMaHCKH CYOEKTH, OpraHu3aliu,| MOOUIHOCT

MHCTUTYLIUH U JIp.) € U3TOTBEH JOrOBOP, B KOWTO
ca TOCOYEHHU YCIOBHUATA 3a MPOBEXKIaHE Ha
MOOUITHOCTTA.

Kpurepuit 7.3: [loCTaBYMKbBT Ha couManHaTta ycnyra uMma paspaboTeHa W HanmyHa MHdopMauus
3a UenuTe Ha BbHLIHA M BbTPELUHa KOMYHMKaL s,

HNupuxarop H3Tr0uyHuK HA MH opManus

68) Nudpopmannonaute MaTtepuanu,|— VHpopmMallmoHHH MaTepuan, HaJIU4YHU B
npeJHa3HaueHu 3a OOIMHOCTTa, ca aKTyaJllHW H|yciyrata

ChIBpXKAT camMo 00o00meHa wuHpopManus 3al— Marepuanu, TOAXOAANM 3a JHIA C
ycIyrara. OTPaHWYEHHUS B 3PEHUETO, CIIyXa I TOBOpa H
69) WudopMammoHHuTe  Marepuamu  3a|33 THIA C HHTENCKTYTHH 3aTPYTHCHUSA
noTpeOuTeNIMTe ca B MOAXOAAI  Qopmar,




C’bO6p33€H C BB3paCTTa, KOMYHUKATUBHUTC
CIIOCOOHOCTH U CTEIICHTA Ha Pa3BUTUCTO UM.

70)  Cayxutenu, W  1Opu  BB3MOXKHOCT|— [Ipu Hamuume Ha CHOUTHUSA U IEHHOCTH

noTpeduTeny, Morar ga rmocodar mpumepu ot|—  Ilpy  mpHIOKHMOCT,  HMHTEpBIOTa  C

CbBMeCTHa paboTa ¢ OOIHOCTTa U APYTH|MOTPeOHTENH

3aMHTEPECOBAHU CTPAHHU. — Ilpm nOpuIOXKUMOCT, WHTEPBIOTa  ChC
CITY)KUTEIH

71) Ilpu mpunoxuMocT, moapodbHa wHbopmanus|— M3xosia noma

3a yciyrara (1eJid Ha yciyrata U 1eneBu rpynu,|— WuadopmanuoHHun wMaTepuan, HAJIWYHH B
OCHOBHHU JIEMHOCTU, OpPTaHU3AIMs], CIICIIMAINCTH | yciryraTa

U JIp.) Ce TIPEI0CTaBs Ha OpraHuTe 1o HacouBaHe|— MHdopMmanus, moamucaHa OT PHKOBOIUTENS
(ACII, o6mmHa), kaTo MpH HEOOXOAUMOCT Ce|Ha yciayrata

aKTyaJlu3upa.

CtaHpaprt 8: ®uHaHCOB pecypc*

[o6po bmHaHCOBO ynpaB/ieHMe Ha crneumanusmpaHaTa coumanHa ycnyra MrTy.

(*) To3u cTaHgapT He ce rpoBepsiBa, Korato coumanHara ycsyra u3lsio ce uHaHcupa u
yrpasJ/isiBa OT YacTeH 4OCTaB4YUK.

Kpurepuia 8.1: [locTaBUMKBT NNaHUpa M pasxoaBa (pMHaAHCOBUTE CpeAcTBa 3a MNpeAoCTaBsiHE Ha
coumanHaTa ycnyra MMATY 3akoHOCbobpa3HO, epeKTUBHO, OTHETHO M OTFOBOPHO.

Nupuxarop N3T0ouHuK Ha MH} opManus

72) TomummHUAT pasMep Ha cpeicTBata 3a ¢uHAHcCHpaHe Ha|— Pemenwme Ha  OOHMMHCKUS
yciIyrata € mpueT OT OOIMHCKUS ChbBET KaToO YacT OT OrojpKeTa Ha|ChBET

oOmmHAaTa 3a BCHYKA COLMAIHU YCIYId, JEIEeTUPaHH OT
JbpKaBaTa JCHHOCTH.

73) Tomaumeen mimaH W OTYET KbM oOmpeAeneH mnepuon Ha|—  brookerna  Omanka  3a

cpezacTBara 3a (MHAHCHpaHE Ha yciyrara 1o mnaparpady ChIiiacHO| pa3mnpeerssHe Ha Pa3XoIuTe

EnunHaTa GrokeTHa KacHUKalKs 32 CbOTBETHATA MO/ HA. — Otyer Ha HampaBeHUTE
pasxoau

— Nudopmanus, noanucaHa oT
PBKOBOAUTENS HA ycayrara

74) Pa3smepsT Ha pabOTHUTE 3amjaTH Ha CIYKHTEIUTE|— [Toumenno IATHO
cvoTBeTCTBA HAa Hapenba 3a ctaHaapTuTe 3a 3annallaHe|pasnucanue

Ha TpydAa Ha CHOyXutenute, ocbllecTBaBawu|— Bemomoctn 3a  paboTHu
AENHOCTU o npeaocCtaBsaHe Ha CouuMaJiHU YCNYyrHy,|samiatu

KOUTO ce dMHaHCUpaT OT AbpXKaBHUSA 6roaXeT.

Kpurepuia 8.2: Npn NpunoXXmMMocT, Ab/HKMMUTE TaKCK 3a NMoN3BaHe Ha coumanHata ycnayra MNrry
oT notpebutenute ce cvbupaTt penoBHO B onpeeneHns 3a noTpebutens pasmep 1 ca oTpaseHu B
cyeTOBOAHATa AOKYMeHTauus Ha JoCTaB4yMKa Ha ycnyraTa.

Nuauxarop H3T0ounuK Ha uH opManus

75) Pa3amepbT Ha chOpaHHUTE Takcu He HAAXBBpIsi|— TakcoBa KHUTa

pa3Mepa Ha JbIDKUMHUTE TAKCH. — Pa3xono-onpasaareneH NOKYMEHT 3a BHECEHA
TaKca

— Peructbp Ha moTpebuTenuTe




76) Takcute Ha MOTpeOUTENUTE ca CHOpPaHU OT
noctaBurka Ha noHe 80% 3a mocneguute 12
Mecera.

— YcraHoBsBaHE Ha Opoit U pa3Mep Ha IBIIKUMU
TaKCH
— TakcoBa KHUTa

Paszxono-onpasaatennu
BHECEHHU TaKCH
— Peructbp Ha motpedbutenute

JAOKYMCHTHU 3a

B. ]JoCTaBUMKbLT Ha cneyuanusMpaHaTa couuasHa ycnyra NMoakpena 3a npuao6uBaHe Ha
TpyAOBM YMEHMS 3a iMla € TpaHu yBpexaanua (MMTY) e onbikeH Aa ocUrypm cnegHare
CTaHAapTM 3a KBanupmkaums v npodecMoHaNIHO pa3BUTUE Ha CJTY>XKUTEeJIUTe, KOUTO
oCblUeCcTBABAT AeMHOCTTA NO NPeAoCTaBAHETO Ha ycayrara:

CtaHpaprt 9: CTpyKkTypa 1 KBanupukaumsa Ha CAyXXurenure

CneunanmsampaHaTta coumanHa ycnyra [MMTY ocurypsiBa Bb3MOXHO Hal-BUCOKO KayecTBO Ha
YOBELWKUTE pecypcu, Heobxoammm 3a edeKTMBHO npeaocTaBsHe Ha ychayrata, cbobpasHo
HeMHaTa crneyunduka.

Kpurepuia 9.1: [JocTaBYMKbT Ha couUManHaTa ycayra ocurypsiBa AOCTaTbyHO Ha 6pon u cC
HeobxoauMmaTa npodecroHanHa NoAroToBKa CNYXUTENN.

HNupukarop HN3TouyHnKk Ha MH{( opMAaUs

77) 3a BCUYKM MO3MLMM UMa pa3paboOTeHH H
0/100pEHU AIBKHOCTHU XapaKTEPUCTUKH.

AI(TyaJ'IHI/I AITBXHOCTHU  XapaKTCPpUCTHUKH,
noarnunucaHu OoT pa6OTOI[aTeJI$I " CIIY)KUTCIIUTC

78) Haerute Ha TpPyIOB IOTOBOP CIHYKHUTEIH
MO3HABAT UIHKHOCTHUTE CH XapaKTCPUCTHKH.

— JITB)XKHOCTHU XapaKT€PUCTUKU, TOJIHUCAHU OT
paboTosaTens U CIIyKUTEITUTE
— MHTEpBIOTa CHC CIYKUTEIIN

79) B usuckBaHusTa 3a 3a€MaHe Ha JIIBHKHOCTHUTE
3a CITYXKHTEIH ca 3aJI0KCHH CIEIUATHA YMEHUS,
KaTo:

— crnocobHocT 3a paboTa ¢ Juuma ¢ TpailHu
VBPSKIAHHUS W TEXHHUTE CEMEHCTBa, CIOpen
TEXHUTE CTeIUDUKH;

npriiaraHe Ha WHAWBUAYaICH IMOAXOMI 3a
pabota, OpHUEHTHpaH KbM  CICHH(PUYHHUTE
noTpeOHOCTH W BB3MOKHOCTH Ha JIMIETO 3a
BKJTFOYBAHE B TPYJOBH JICHHOCTH;

npujiaraHe Ha TEXHHKM U TOAXOIU 32
MOTHBAIHS 32 TPUI00MBAaHE HA TPYIOBU YMEHUS
U 3a TPYZIOBA pean3alius;

— yMmeHus 3a OBp3a, aJeKBaTHA peakus U
B3cMaHE Ha pelieHue B CHTYyallusi Ha KpH3a,
E€MOIIOHANIeH KOH(WIMKT, OCBINECTBSIBAHE Ha
KpPU3UCHH WHTEPBEHIIMU, YMEHHS 32 aJeKBATHO
noBeJieHWe  mpu  pabota ¢ JMma  C
arpecMBHO/aBTOArPECUBHO MOBEICHUE U JIp.;

— 100pY KOMYHUKATHBHHM YMCHHS M YMCHHS 3a

— JUTBKHOCTHU XapaKTEPUCTUKU
— O0sBM 3a HaOUpaHe HA CIYKUTEIH

paboTa B ekunm — B camMaTa yclyra U TpH

MEXAYMHCTUTYIIUOHATHO CHTPYAHUYECTBO U

B3aNMOJICHICTBHE.

80) Bcumukm ciyxuTenu CcbhOTBETCTBAaT 1MO|— JIIHKHOCTHU XapaKTePUCTUKH, MOJMHUCAHU OT

I(BaJ'II/I(I)I/IKaI_II/IH Ha HU3HMCKBaHHATA, 3aJI0OKCHU B
JITBXHOCTHUTE UM XapaKTCPUCTUKU.

paboToaTens U CIyKUTEINUTE

— TpynoBu qocueTa Ha BCUYKA CITYKUTEITH
NunuBuayanHa roauiiHa  OIEHKA  Ha
H3IIBIHCHUETO Ha JIBKHOCTTA 34 BCCKH




CIIY’KUTCII

81) NHTepBrONpaHuTE CIYKUTEIU Ca 3all03HATU
C HopmaruBHara ypenda B cdepata Ha
COLIMAHUTE YCNYrM U C ETMUHMS Koaekc
Ha CNYXHUTENNTE, ocbliecTBABaLln
AENHOCTU no npenocTtaBsiHe Ha
COouUMaJIHN yCcnyru.

— MIHTEepBIOTA CBC CILY’)KUTEIIUTE

82) IllatHOTO pasnucaHue € 3almbJIHEHO Ha
MUHHUMYM 75%.

— JITBXKHOCTHO IIATHO pa3NUCaHUE:
O OCHOBHM CHEIHAINCTU: COL[MANEH pPabOTHHUK
TPYZOTEpaNeBT/TPYI0B HACTaBHUK;

83) JlocTaBUMKBT € OCUIYpHJI  CIECIHMTE
KATCTOPHH CITYWETEIH B YCIyIaTa: O TpU  HEOOXOAUMOCT,  MPENOPHUMTENHH
a) CHEIHAINCTH — OCHOBHH crenuanucTy,| HeHHalncTn: [enaror, TICHXOJIOT,
HeoOX0oIUMH 3a (YHKIMOHMpPAHETO Ha yciyrara,| SPTOTCPAIICET;
¥ TIPENOPHUMTENHM CIECHHATMCTH; 0 ChoyKuTemd, — Hpiko  aHTaXHpanu ¢
6) CUyKMTeNH, TpPAKO  AHTAKHDAHH ¢ 00CITy’)KBaHETO Ha OTpeOUTENUTE:
0BCITYKBAHETO HA TOTPEBHTENHTE, 1 CITyKHTeNH, | MCIHATOP/CKCIIEPT OT OTHT;
HOATOMAralm dbyHKIHORHPARETO walo  TmpE  Heobxomumoct,  moamomaramm
COLIMaNHATA yCIyra. CIIYXKUTEIIN : XUTUEHUCT; MOo(PbOP/MOAIPHKKA

— IoMMEeHHO WATHO pa3MUCcCaHue
84) MunumanHuaT Opoii 1O  ocHOBHHTE|— JTBKHOCTHO IATHO PasMKMCaHUE

KaTeTOPUU CIY)KHUTENIN € ChoOpa3eH ¢ Opos Ha
norpebutenute B [IITY.*

(*) MunumaneHn Opoii Ha nuIaTa, MOJI3BAIM
colpangHara yciyra — 8, U MaKCUMaJleH Opoit
JMIla, TOJI3BalM colanHara yciayra — 30.

— [fouMeHHO @ATHO pa3nucaHue
— Koedunuent 3a onpenensiHe 4uCIeHOCTTa Ha
ciyxutenure (0,2)

85) Bcuuku ciuyxutenu — ca U

IPaBOCIOCOOHM 3a padoTa.

TOOHU

— MeauuMHCKHA JOKYMEHTH 32 BCEKH CITYKUTEN —
IIpY IOCThIIBaHE Ha paboTa

CBuzeTencTBO 3a CHAMMOCT 32 BCEKH
CIy)KUTEN — IIPU TOCTBIIBAaHE Ha paboTa

— CpoTBeTeH Ha [UIBKHOCTTA JIOKyMEHT 32
o0pa3oBaTerneH 1eH3

86) VYcraHOBsIBaHE TEKydeCTBO Ha KaJpH 3a
nocieqHuTe 12 Mecena — 1o No3uLUK U Opo.

— JUIBKHOCTHO LIATHO paslUCaHue
— Mudopmanus, noamnucaHa oT PBKOBOJUTEINS
Ha ycayrarta

- Hpernezl Ha CUCTOBOOAHHU HOKYMCHTH,
BCIOMOCTHU 3a pa60THI/I 3arjiatu Ha
CIIY)KUTCIIUTC

87) bpoii CkIIl0YeHH OTOBOPH/CIIOpAa3yMEHHUs 3a
HaeMaHe Ha JOIIBIIHUTEIIHU
CITYKUTEIIH/CTIEIIA AT CTH (hakTHUeCKOo
CBCTOSIHUE 110 MO3UIIUU U OpOH.

— HabGnronenue u onucanue Ha cpenara

— CueToBOHA TOKYMEHTALIUS

— Wudopmanms, nmoamucaHa OT PBKOBOJUTENS
Ha yciyrara

88) Bcuuku cayxuTenu ca ¢ MNOANUCAHU
TPYIOBH JIOTOBOPH/IOTOBOPH 32 M3BBHPIIBaHE Ha
ompeneneHa paboTa/3a  MpeAoCTaBsSHE  Ha
OIIpEeJIeNIEHa yCIIyra.

— TpynoBu nocuera

89) OreHkata Ha CIYKHUTEIHUTE CE€ H3BBPIIBA
BEJHBXK TOJUIIHO M OTpa3siBa MEIUTe U MEPKUTE
3a TPO(eCHOHATHOTO UM Pa3BUTHE B yCIIyraTa.

— @opMyIsIp 3a OIlCHKA
— Ipouenypa 3a ouenka

90) PesynratuTe OT OLICHKaTa Ha BCEKU

CIIY>)KUTCII C€ 06C'B)K,I[aT JIUYHO.

— lloamucan OT PBKOBOAUTENS M CIIYKUTEIA
Dopmyssip 3a OIlEHKa




Kpurepwmit 9.2: MNMpoueaypata Ha AOCTaBYMKa Ha

coumanHaTa ycnyra 3a noabop Ha clnyxurenure

onucBea rnpouecute n HeobxoanMMMUTE AOKYMEHTM 3@ NoAbop, HaeMaHe M CKKYBAHE Ha AOroBOpU
cbCc cnyxutenute (1 gobposonuute). MNMpy NPUIOXKMMOCT, AOCTAaBUMKBT NpUBINYA B AEMHOCTTA

Ha ycryraTa CTaXKaHTW.

Nupukarop

HN3T0YHUK HA HH() OpMaAIUA

91) Ilpouenypara 3a moabop ce cras3Ba HpH
Ha3HaYaBaHE Ha BCEKH CIIYyXHTEL.

92) OO6sBuTe 3a cBOOOAHM pPAaOOTHU MecTa
CHOTBETCTBAT HAa JIBKHOCTHATA XapaKTCPUCTHUKA
3a BCSKA MO3HIIHSL

— IIponeaypa 3a moadop Ha CIYKUTEINUTE

— MHTEpBIOTA CHC CITY)KUTEIIN

— Ilpernen Ha TpynoBM Jocuera — IO3HILUH,
00sBU 3a paboTa, MPOTOKOJIM OT MHTEPBIOTA C
KaHAWJATCTBallM 3a paboTa, JUIBXKHOCTHH
XapaKTEPUCTUKH U JIp.

93) Ilpm  npuiOXKUMOCT, MOAOOPHT  Ha
JOOpOBOIIM € B CBOTBETCTBHE C IHMCMEHa
npoueaypa.

— Ilpu mpunoxxumoct, mporeaypa 3a HabupaHe
Ha 100pOBOIIIU

CTa>KOBC.

94) [pu MPUIOKUMOCT, ¢ynkuuute,|— Ilpu NpUIOKHUMOCT, TOrOBOp C BCEKH
3abJDKEHUSTa U OTPaHUYEHHSATA ca paslMCcaHM|a00poBoIIEl]

3a BCsKa 100poBOTYECcKa TO3UIIHSL.

95) Ilpu mnpUIOKUMOCT, CBTpyAHHUYECTBO c|— CKIIOYEHH  CIOpa3yMeHHs C  y4eOHHU
y4eOHU 3aBelIeHHUs 3a IMpOBEXKJaHE Ha YueOHU|3aBeleHUs

— I'paduu 3a craxxyBane

CtaHpapTt 10: PazBurue Ha cayXurenure

CrneuvanusmpaHaTta couuanHa ycnyra MMTY npunara edekTMBHaA cCUCTEMA 3a YyNpaBfieHUE Ha

CNyXuUTenute C noAXOAsAWM MepKuM 3a TpyAoBa MOAKPerna W JIMYHOCTHO pa3BUTHUE

Ha

CNyXXUTenuTe npu ycroBUS 3a YYeHe rpes3 Lenns XusoT.
Kpurepuia 10.1: [loCcTaBUMKBT Ha coumanHaTa ycayra ocurypsiBa ycnoBust 3a npodecuoHanHo

pa3BUTUE Ha CNyXUTenuTe.

Nupukarop

H3T0ouyHuK Ha nH opManus

96) CnyxuTenuTe UMaT JOCTHII A0 MPOrpaMu 3a
KBAIMQUKAIUS U OOYyUMTEIHH  KypCOBE,
CBHOTBETCTBAIIM Ha PA3MHCAHUTE UM 3aIbJIKCHUS
U OTTOBOPHOCTH B  JATBKHOCTHUTE UM
XapaKTEepUCTHUKH.

— Ilporpama 3a BBEBEXIANO W HAATPAKIAIIO
o0y4eHHEe Ha CTYKUTETTUTE

97) JlocTaBUMKBT OCBIIECTBSIBA NAPTHHOPCTBA C

— CKIro4eHn JIOTOBOpU 3a KBATM(DMKAIMOHHU

pasnMYHU  OOyYMTENHM  OpraHU3allMM  HJIU | KypcoBe
o0yduTeNu. — ABTOOUMOrpaduu Ha OOYJUTENN
98) Cnyxurtenure ydacTBaT B|— Ilporpama 3a BBBEKIA0 M HAATPAKIALIO

HAyJHO-TIPAKTHUECKH KypCOBE, OOMSHA HA OIUT
U/MIM 100pY MPAKTUKH.

o0Oy4yeHHEe Ha CIYKUTETUTE
— MnuBuyanHa orjeHKa Ha BCEKH CIY>KUTEN

99) Hannyna roguiiHa mporpaMa 3a BbBEXKAAIIO
W Haarpaxmgamo oOydeHHe Ha KaTeropuuTe

CIIY)KUTCIIN.

— Ilporpama 3a BBBEXKIAILO W HAATPAKIALIO
o0Oy4yeHHEe Ha CIY)KUTEITUTE

Kpurepumin 10.2: [JocTaBUYMKBT Ha couMasniHaTa ycayra oCUrypsiBa BbBexzalum U
HaArpaxaaliu/cneunanmsmpanHm obydeHust 3a ClyXxutenure.



HNupukarop

H3T0unuK Ha uH opManus

100) Bcuuku HOBOHA3HAUYEHM CIY)KUTENIH ca
NpEeMUHAIN BbBEXKJAIO 00y4eHHE OT MUHUMYM
36 akaaeMUYHH Yaca.

— Ilporpama 3a BBBEXKIAIO W HAATPAKIALIO
o0Oy4yeHHEe Ha CIY)KUTETUTE

— Crnucbk Ha Y4YacTHUIM W OOY4HTEIH OT
MPOBEJICHU BBBEXIANM 00yUeHUS

101) Cnyxutenure ca HOpeMHUHaIM  IIpe3
nocaeqHuTe 12 Mecema — cnenuaiu3upaHo
oOydeHre OT MUHUMYM 24 akaJeMHYHH Yaca (3a
OCHOBHH CIICIIUATICTH, OCBIIECTBBAIIM
JNEHHOCTH MO PHKOBOJACTBO U MPEAOCTaBsSHE Ha
COLIMAJIHU YCIIYTH, MPENOPbUNUTEITHU
CIICIIMATMCTH U CITY)KUTEIH, TPIKO aHTOKUPAHU
¢ 00CITy)BaHETO Ha MOTPEOUTENUTE) I MUHUMYM
12 akajmeMuuHM Yaca 3a  CIYXKHUTEJIHTE,
oA OMaramnm (GyHKIIHOHUPAHETO Ha
colMaHara yciyra.

JIOKyMEHTH, YyAOCTOBEPSBAILM  YCIEUIHO
npeMuHanu o0ydeHus (Hamp. cepTugUKaTH )
— IlouMeHHO ATHO pa3nucaHue

102) WHTepBIOMpaHUTE CIYKUTEIU I103HABAT
CBOUTE WuuBuyaiHu IJIAHOBE 3a
npo(heCHOHATHO Pa3BUTHE.

— MHTEepBIOTa CHC CITYKUTEIIN
— WupuBuayanHu miaHoBe 3a MpoecuOHAIHO
pa3BUTHE HA BCEKU CIYKUTEI

103) PbpkoBOAMTENAT Ha yciyrata € INpEeMHHAal
npe3 mnociueaHuTe 12 Mecenma IOHE €IHO
oOyueHue, CBbP3aHO C YIPABJIECHCKUTE (DyHKIUU.

JloKkyMeHTH, yAOCTOBEpsABAIM  YCHELIHO
peMUHaIN 00ydeHus (Hamp. cepTUPUKATH )

Kpurepmia 10.3: [JoCTaBUMKBT Ha coLuManHaTa yc/yra ocurypsiBa Ha Cny>xutenute
npodecrnoHanHa noakpena Ypes HacTaBHUMYECTBO, MPyMnoBa M MHAMBMAYASHA CYNepBU3US.

HNuguxatop

H3r0ouyHuK HA uH opManus

104) Bcexu HOBOITOCTBITHII CITY’KUTEN O€3 OMUT B
cuCTeMara Ha COUMAIHUTE YCAYrM WuMa
Ha3Ha4€H HaCTaBHUK, oOnpeaesieH 3a
nepmon OT 6 Meceua OT JaTaTa Ha
Ha3Ha4aBaHe.

— 3amoBe/] 3a ONpeAesiHE Ha HACTABHUK

— Jlocuera Ha HOBOMOCTBHIUIIM CIYXUTEIU 0e3
OMUT B CHCTEMATa Ha COLIMAIHU YCIYTH

— MIHTEpBIO C pHKOBOAMUTEIS HA yCayraTa

— Ilpu npunoxXuMoCT, UHTEPBIO C ONPEACICHUS
HAaCTAaBHUK

105) CnyxurenuTe ca TpEeMHUHAINW TPYyIoBa

cynepBu3usi — Ha Bceku 3 Meceua (3a
nociennute 12 mecena).
106) Cnyxurtenure ca MpEeMUHAIN

WHIUBUIyalTHA CYNEpBU3UsS — OT BBHIICH 32
yciIyrata cliennalucT — Ha Bceku 4 Mecena (3a
nociennute 12 mecena).

— I'paduk Ha cynepBU3HUTE
[IpoTokonu/oTueTn
CYMEPBU3HOHHH CECHH
ABTOOMOrpadMy Ha CHEHHATUCTUTE II0
cynepBu3us (HE3aBUCHUMO Jalu Ce MPEeaoCTaBs
MIPSKO OT JIUIIE, MJTH OT BHHIIHA OPTaHU3aIIH)

— JloroBopu C BBHIIHU CHEUHAIUCTA W/WUIU
JOCTABYHUIIA HA YCIYTH TI0 CYIEePBU3HS

oT MMPOBCACHUTC

B. locTaBuUMKbT Ha cneyvanusmpaHaTa coyuanHa ycnyra Noakpena 3a npypo6buBaHe Ha
TPYAOBMU YMEHMA 3a ivlda € TpaHu yBpexkaaHuna (MMTY) e anbi>XeH fa ocuUrypy cnepgHure
CTaHAapTyv 3a e(peKTUBHOCT Ha ycJlyrata c orzieq Ha nocTUrHaTure pesystaTtyv 3a imyara,
KOWUTO 51 NONI3BAT, B OTrOBOP Ha norpeb6HocTuUre nM:

CtaHaaprt 11: YnpaBneHue Ha cayJyan

CneuvanusmpaHaTa couuanHa ycnyra [ITY ocurypsiBa ynpaBfieHME Ha Cliydass Ha BCeKMU




notpebuten, Cbo6pPasHO HEroBUTE MWHAMBUAYANHW MOTPEGHOCTU, PECYPCU U XENaHus, KaTo
rapaHTvpa edeKTMBHO NpeaocTaBsHe Ha ycnyrata. OcurypsiBa ce ydacTMeTO Ha mnoTpebutenute,
TEXHUTE CeMeiCTBa/3aKoHHM NpeACTaBUTENM B MpoLeca Ha OueHKa, MnaHvpaHe, npeaocTaBsiHe
N OUEHsIBaHe Ha MNOCTUrHATUTE pe3ynTaTu.

Kpurepuia 11.1: [JocTaBUMKBT Ha couuManHaTa ycayra opraHusmMpa A4eMHOCTUTE MO U3roTBSIHE Ha
MHAMBMAYaNHa oueHka Ha notpebHocTute (MOM) Ha BCcekn noTpebuten B HOPMaTUBHO
onpeaeneHnsi CpoK OT MyATUANCLUNIMHAPEH €KUM, CbCTABEH OT HE MO-MaJsiko OT ABaMa
CNY>XWUTENW, No yTBbPAEHM OT AOCTaBUYMKA HAaCOKMW.

Nupuxarop H3r0ouyHuK Ha uH opManus

107) Beuuku motpebuTenu ca mpuetu B yeayratal— [Ipomeaypa 3a mpueM Ha moTpeOuTeNH
cnopen [Ipotienypa 3a mpuem Ha motpedutenu. |— MHTEpBIOTA ChC CIYKUTENN

108) MocraBunkbT € paspabotun u yrewpaui|— Hacoku 3a usrorssine na MOII
Hacoku 3a u3rotssine Ha MOTL.

109) Hacoxute 3a MOII BrmrouBar obGnactu u|— Hacoku 3a usrorsine Ha MOTI
METOJM Ha OlleHKa, wucropuss Ha ciydas,|— MOIl na morpeburenure
MPEIXOJHU OIICHKH, PE3ylITaTH OT E€KCIEepPTU3H,
MOTPEeOHOCTUTE U BH3MOXKHOCTUTE 32 BKIIIOUBAHE
B TPYJOBH JCHHOCTHU, CHOCOOHOCTH M CTEIEH Ha
BJIQJICCHETO UM, MHTEPECH U MPEANOYUTAHUS Ha
OTpeOUTENS.

110) Beuuku UOIl ca paspaborenu  ot|— MOII Ha moTpebuTenute

MYATUAUCUUIIIIMHAPHYA €KUIIU, CbCTaBEHU OT He|— JIOKYMEHT, OIpelensll 4YJICHOBETE Ha
IIO-MAaJIKO OT JBaMa CIYKUTEJH. MYATUIUCUUIIIIMHAPHUS €KUIT
— Ilpy DpUIOKHUMOCT, CTAHOBHIA HAa BBHIIHHU
CIIEeLIMaIUCTU

111) UOII na norpebutenure ca paspadorenu u|-— IIspsure MOII ca paspaboTeHn BbB BB3MOXKHO
aKTyaJIU3UPaHU B CPOK. Hal-KpaTbK CpOK (CHOpe]] CHEIHOCTTa Ha
cilydasl), HO H€ MO-Kb¢HO oT 20 JHM OT
HayaJlHaTa JlaTa Ha 3asABsBAHE Ha JKEJIAHUETO 3a
MIOJI3BaHE Ha yciayrara

— HOII Ha notpeOuTEeNnUTe Ca aKkTyaIu3UpaHU B
CpPOKOBETE, OIpeeeHu B Wi. 33, an. 3 uiau 4.
34, am. 1 or INNIBCY

112) 3a Bcuukm mnotpedbutenu ca Hamuuau|— MOII Ha moTpeOuTenute

nognucann  HMOIlI - ot wienoBere Ha|— [Ipum Hammyme — MPOTOKONM OT Tpoleca Ha
MYITUIMCUUIUIMHAPHUS €KUNl U TOTpeduTens| o0chKaaHe
HWim — 1Opu MOpUIOKUMOCT — OT HCTOB

POIUTEI/3aKOHEH MPEICTAaBUTEN (32 JIeTia).

Kpurepwia 11.2: ViauBuayanHusaT nnaH 3a noakpena (MMM), koiTo e HepasaenHa yacT OT
JoroBopa 3a nonsBaHe Ha COLMANHU YCNYyrM Ha BCekn notpebuten, ce nsrotes B CPok OT
MyATUAUCLUNANHAPEH eKMn C y4YacTMEeTO Ha notpebutens u otpasssa MOMM.

HNupuxarop H3Tr0ouHuK HA uH opManus

113) Bcewmuku MIIT ca paspaborenu  ot|— UIIII Ha moTrpeduTenuTe
MyAaTAAMCUUTIIIMHAapHUS exun 1o NOIIL. — JIoKyMeHT, ompeAensil 4ICHOBETE Ha
MYJITHIMCUUIUIMHAPHUS SKUTT

— IIpoTokonu ot npoueca Ha u3rotesiHe Ha UIIII

114) UIII na notpebutenute ca paspadorenu u|— [Ispsute UIIII ca nu3paboTeHn BHB BH3MOXKHO




aKTyaJllu3UpaHU B CPOK.

Hal-KpaThK CpPOK (CHopea CHEIIHOCTTa Ha
ciydasi), HO HE€ TMO-KbcHO OT 20 JHU OT
HayaJlHaTa JlaTa Ha 3asBsSBaHE Ha jKeJaHUETO 3a
MOJI3BaHe Ha yciyrata

— HOII na notpebutenute ca akTyaJu3upaHU B
CpPOKOBETE, OMpEACNICH! B Wwi. 33, all. 3 Wiu 4Jl.
34, an. 1 ot ITI3CY

115) Crpykrypata u cbabpxkanuero Ha WIIIT
OTrOBapsT Ha M3UCKBAHUATA HAa HOpPMaTHUBHATa
ypenda U ChIbp>KaT KOHKPETHH, PEATUCTUYHH U
M3MEPUMHU LETN U PE3YIATaTH.

— Cpappxarenen npernen Ha Bcuuku UIIIT Ha
MOTpEOUTENHNTE

CpaBHuUTeNEeH Tperiel Ha HPOU3BOIHO
n30panu UIII na none 5 norpedurenu

— MHTepBIOTA CHC CITYKUTENH

116) 3a Bcuuku MOTpeOUTENH ca HATUYHU
noanucanu  UIII OT 4YJICHOBETE Ha
MYITUIMCUUIUIMHAPHUS €KUNl U TOTpeOuTens
U IpU  MPUIOKUMOCT OT HEroB
pOAMTEIN/3aKOHEH MpeICcTaBUTEN (32 Jera).

— WUITII na notpeburtenure
— Ilpn Hamuume — NMPOTOKOJIM OT Ipoleca Ha
o0CBXIaHe

117) Ipernenanute UIIIT nemoHcTpupaT Bph3Ka
cbe choTBeTHaTa MOII Ha moTpebuTens.

— Ilpernen va UIIII cse crorBeTHH MOIT

118) 3a Bcuuku mOTpeOUTENH ca HATUYHH
Joroopu (c mnpunoxenu cborBetHu UIIII),
HNOANUCAHU OT JIOCTaBYMKAa Ha yciyrata H
noTpeOuTENsT W/MIU  HETOB  POJIUTEN/3aKOHEH
IPEICTaBUTEN.

— IIpernen Ha /loroBopute Ha moTpedUTENNTE
[lpy  mpunoxumoct,  3amoBen  3a
YI'BIHOMOIIIABAHE HA CIYXHUTEN Ja MOAMKCBA
Jorosopu

119) Crpykrypata ¥  CBABpP)KAHHUETO Ha
JloroBopuTe OTroBapAT Ha H3UCKBAHUATA HaA

HOpMaTuBHAaTa ypenaoa.

— Cobabpxatenen npernien Ha JloroBopute Ha
noTpeduTenuTe

Kpurepuia 11.3: MpekpaTsaBaHe Ha NON3BAHETO Ha coumanHaTta ycnyra [MMTY 3a notpebutenute

CTaBa Ccnopej ycnoBudaTa Ha AOroBopa.

HNupukarop

H3T0unuK HA MH opManus

120) 3a BcuukM ciydam Ha IpeKpaTsBaHe
IOJI3BAHETO  HA  ycayrara CBOTBETHUTE
JnokymMeHTH (akryanusupanu HOIL, UIIT ¢
npenopbkn WM Jlowiax 3a OIEeHKa Ha
INOCTUTHATUTE PE3yITaTH C TMpenopbku) ca
npenocraBeHy Ha Hacousaums oprad (JICII nnm

o01mHa).

— M3xosm1a mmoma
Jokmanum 3a oOIleHKa Ha IIOCTHUTHATHTE
pE3yNTaTH C MPENOPHKU — Ha CIIy4aeH NPUHIIUI

121) Bcuuku mpekpaTsBaHUsS Ha IOJ3BaHE Ha
yciIyrata oT MOTpeOUTENNUTE Ce IOKYMEHTHPAT.

JlokymeHTH, YAOCTOBEPSIBALIH
MIpeKpaTSBaHUTA Ha MTOJI3BAHETO HA yclIyraTa
— Peructbp Ha motpedbutenure

CtaHaapT 12: MporpaMa 3a BCAKa TpyAoBa obyuuTesiHa AelHOCT

o 1
MporpamaTta 3a BCsAKa TpydoBa obyuuTenHa AEWHOCT B CreumanusMpaHaTa coumanHa ychayra
MMTY e opueHTupaHa KbM NpugobueBaHe Ha TPyLOBW yMeHUs OoT noTpebutenute, KOUTO BOAAT A0




JIMYHOCTHO pa3BuTHE, TPyAOBa peanmsauns U counanHo BKIOUBAHe.
Kpurepwmia 12.1: [JocTaBUYMKDBT Ha coumanHaTa yc/syra ocbliuecTBsiBa noakpena no lporpamaTa
3a BCSKa TpyaoBa obyuuTtenHa AeMHOCT cbobpa3Ho u3bopa Ha noTpebutenure v rno HauMH, KOWTO
pa3BMBa TEXHUTE YMEHUS CNpsSIMO NOTPebHOCTUTE M HAaCO4YeHOCTTa Ha ycayraTta.

HNuaukarto HM3T0ouHMK HA HH$ OpMaLua
P

122) TlporpamaTa chIbpka KaTo MUHHUMYM: a) 1eneBa Tpyma; 0)|— IIporpama 3a Bcsika TpymoBa
onmucaHue Ha MPOPEeCHOHATHOTO HalpaBiIeHUE U CBBpP3aHHUTE|00yduTeNHa IeHHOCT
TPYIOBM JEWHOCTH; B) LI€JH, 3a/1a4i U JEHHOCTU Ha IMOJKpenara u
NpUAPYKaBaHETO; T') MPaBUJIA 3a IPOBEKIaHE HA IEHHOCTUTE.

123) Bcekn moTpeOuTen ydacTBa B JACHWHOCTHUTE — rpymoBo uiu|— Habmonenue
UHJMBUIyalTHO — CbOOPa3HO CBOMTE MOTpeOHOCTH, criocodHocTH u|— UIIIT Ha moTpeOuTenute
u300p. — Cenmuynu Tpadunu

Kpurepuia 12.2: [locTaBUYMKDBT Ha coumasnHaTta ycjyra npeaoctaBs nogkpenata u
npuapy>xaBaHeTo 3a npuaobueaHe Ha TPyAOBW YMEHMS 3a BCeku notpebuten cbobpasHo
naeHTUdMUMpaHnTe NOoTpebHOCTH, 3aN0XKEHUTE Len N O4aKBaHUTe pe3yaTaTh, KaTo NepuoanyHo
npernexga nocTurHaTusa HanpeabkK B YMEHMATa M CaMOCTOSITEIHOCTTa Ha noTpebutens B
KpPaTKOCPOY€eH, CpeaHOCPOYeH N/vin AbAroCcpoyeH nnaH.

Nuauxarop H3T0ounuK Ha uH opManus

124) Ilporpamara 3a TpyaoBa oOyuutenHal— IIporpama 3a Bcska oOydnTenHa 1eHHOCT
JNEMHOCT BKIIOYBA KpUTEPHHU 3a U3MepBaHe Ha|— MHTEpBIO ¢ pbKOBOIUTEINS Ha ycilyrata
MOCTUTHATUS 3a MOTPEOUTENNTE HATIPEbK. — MHTepBIOTA CBC CIYKUTETH

— llpp  OpHIOKUMOCT, HHTEpPBIOTA €
noTpeouTenu

— 3anucH/MpOTOKOIHN OT pa3BUTHE HA CIydau

125) JlocTaBUNKBT OpraHU3Mpa MPEJOCTABSIHETO
Ha MoJKpenara Ipyu cboOpa3sBaHe Ha HUBOTO Ha
IIOCTUTHATH YMEHUS u u3rpajcHa
CaMOCTOSITETHOCT Ha NOTPEOUTEIS.

126) HWuTepBIOMpaHUTE CIYKHUTEIU I10COYBAT
IpUMEepU  OT  MEPUOAMYEH  IIpernen  Ha
MIOCTUTHATHS 3a OTPEOUTETUTE HAIPEIBK.

127) Koratro e mnpuiaoxumo, HOTpeOUTETUTE
CIIOZIEJIAT IPUMEPH 3a CBOSATA JEMHOCT U 3a CBOS
HallpebK B YCBOSIBAHE HAa YMEHMUSI.

Kpurepuia 12.3: [locTaBUYMKbBT Ha coumasHaTa ycjyra opraHMsampa noakpenarta u
NpuApYy>XaBaHeTo 3a nNpuaobyBaHe Ha yMeHUs 3a y4dacTue B TPyAOBM AEMHOCTU ype3 obydeHune u
HaCcTaBHMYECTBO U NPU BKKOYBAHE B peasiHu TpyAOBU AENHOCTU, C KOUTO OCUrypsiBa
pa3BMBaHETO Ha TPYAOBM YMeHUs, POpPMUPAHETO Ha Harsaca 3a U3Nb/HABaHe Ha TpyAoBa pons u
Ja rnoarnoMorHe BK/IIOYBAHETO Ha Nasapa Ha Tpyaa.

Nupuxarop H3r0ouHuK Ha uH opManus

128) JocraBuukbT peanusupa oOydeHue u|— [Iporpama 3a Bcska oOyduTenHa 1eHHOCT
HAaCTaBHMYECTBO B TPYIOBH yMEHHUs HpH|— MHTEpBIOTa ChC CIY)KUTEIH

OCHUTYPeHO BKIIOYBaHe Ha morpedutenute B|— [lpm  mpuioxuMmoct, HWHTEpBIOTa  C
peaNHu TPYAOBH JAEHHOCTH B CIIeNUaNN3WpaHa| moTpednuTenn

cpeaa Wiu MOOUITHO.




129) JlefiHocTUTE 3a MOJAKpeNna U MpHUApyKaBaHe
3a MpUAOOMBaHE HAa YMEHHS 3a Yy4acTHE B
TPYIOBU neHOCTH OCHUTYpSIBaT 3a
noTpeduTenuTe GopMUpaHe Ha OO YMEHHS 3a
Tpyn  (M3MBIHSABAHE  HA  IPOCTHU/CIIONKHU
NEMHOCTH, U3MBIHABAHE HA YKa3aHUS, TOYHOCT
Ha  W3MBIHCHUETO, TNPOABDKUTETHOCT  Ha
pabora, pabOTHO HaTOBapBaHe, OE30MacHOCT,
JUCIUTLIMHUPAHOCT | JIp.).

130) eitHocTuTe 3a MOJAKpeNna v MpUApyKaBaHe
3a TpHJA0OMBaHE HAa YMEHHS 3a Yy4YacTHE B
TPYIOBH JICWHOCTH OCUTYpsIBAT 3a
noTpeduTenure GopMupaHe Ha OTHOIICHHE KbM
TPYIOBUS MIPOIIEC U YIACTHETO B HETO (ClTa3BaHe
Ha YTOBOPKH 3a BpeMe, Cla3BaHE Ha BBTPEIIHHU
npaBuiia,  OTTOBOPHOCT, KOOIIEPaTHBHOCT,
U3IIBIHUTETHOCT, HAJACKIHOCT, MOCTOSHCTBO,
KOHIIEHTpAIIHS, BBHILICH B U Jp.).

131) HdeitHocTuTe 3a MoJAKpena v mpUApyKaBaHe
3a mnpujaoOMBaHEe Ha YMEHUs 3a y4acTHE B
TPYAOBH JNENHOCTH OCHUTypsIBaT 3a
noTpeouTenure (QopMmpaHe Ha YMEHHS 3a
M3MBIHSABAHE Ha crenu@uyHa TpyaoBa JAEHHOCT
(M3mBTHEHHE HAa  CHOTBETHUTE  JIEHHOCTH,
cboOpa3sBaHe Ha W3MCKBAHUS, W3MOJ3BaHE Ha
WHCTPYMEHTH, MaTepUaId U Jp.).

132) Ilpm mnpuiaoKUMOCT, JeHHOCTUTE 3a
NpUApPYXKaBaHE OCUTYPSBAT YMEHMS 32 COLUAIIHO
BKJIIOYBAHE M aJaliTUpaHe KbM peanHa paboTHa
cpena.

— [Iporpama 3a Bcsika 0OyduTenHa JEHHOCT
— MHTEpBIOTA CBC CITYKUTEIIN
[Ipy  OPUITOKUMOCT,
MOTpeOUTENH

— Mudopmanus, noamnucaHa oT pPbKOBOJUTEINS
Ha yciyrarta

[Ipu MIPUIIOKUMOCT,
MaTepHuain/CpeicTBa

— Ilpu npun0KUMOCT, 3alIUCH OT IPOBEKIAHUTE
JENHOCTH

— HaOmronenue

HHTCPBIOTA C

00y4uTENTHU

CtaHpapT 13: B3aMOOTHOLUEHUS NOTpPeburenu - CAyXXurenm

CneunanmsampaHata coumanHa ycayra [MTY cb3gaBa cpefa M YCNOBUSA 3a U3rpaxaaHe Ha
OTHOLWIEHNA MeXAay I'IOTpe6VITeJ'IVITe n Cnyxutenumte, KouMto ce oCHoBaBaT Ha B3aWUMHO AOBeEpUE,

NpocecrnoHanHO OTHOLIEHWE W 3a4UTaHe W

Cb3faBaHe Ha MpodeCUOHaNHN TrpaHULM B

obwyBaHeTo. Cnyxutenute obwysat ¢ noTpebutenute cbobpasHo BbB3PACT, 0COBEHOCTU B
KOMYHMKaUMATa, HUBO Ha MHTENEeKTYyanHoO pa3BUTME U JIMYHOCTHU 0CO6eHOCTH.

Kpurepwuia 13.1: [JocTaBuYMKbLT Ha coumanHaTa ycnyra paspaboTsBa v npwiara siCHM npasunia 3a
B3aMMOAENCTBMNE MexXAay CRyXuTenute un notpeburennte, KaTto npy HeobxoAUMOCT CRyXutenurte
npunaraT cTpaTerum 3a cnpassHe C KOHMAUKTHU CUTyaumu.

Nupukarop

H3Tr0ouyHuK Ha uH opManus

133) HHTepBrOMpaHUTE CIAYKHTEIH  JaBaT
IpUMEPU 3a IMpaBWJIa Ha B3aUMOJEHCTBHUE
MOMEXY CU U C TOTpEeOUTENnTE.

— HaOmronenue
— MHTEpBIOTa CHC CITY)KUTEIIN

134) Ilpm  OPHIOKUMOCT  MOTPEOUTEITUTE
CHOJEISIT MHEHHE 3a BKIIOYBAHETO UM W
B3aMMOOTHOIIICHUSITA B TpyIaTa.

— HaOmronenue
I[Ipu  mpunoxxumocr,
oTpeduTeNN

UHTEPBIOTA




Kpurepwmia 13.2: [locTaBYMKbBT Ha coumanHaTa ycnyra paspabotsa v npunara lMpoueaypa 3a
AelCTBMe Npu NposiBa Ha HenpuMeMsIMBO NoBeAeHMe OT CTpaHa Ha noTpebuten.

Nupukarop HN3T0YHUK HA HH() OpMaAIUA

135) doctaBunkbT uMa pazpadorena Ilpouenypa|— Ilpomenypa 3a neiictBue mnpu mnposBa Ha
3a JEeWCTBHE INpPU MpOsiBA HA HENPUEMIUBO|HENPUEMIIMBO IIOBEJEHHUE OT CTpaHa Ha
MOBEJICHHUE OT CTpaHa Ha MOTPeOUTeI. oTpeouTeN

— JIOKyMEHT, YIOCTOBEpsBalll, Y€ MOTPEOUTEINAT
136) Mma nmcMeHM — joKasaTencTBa,  ue|© 3aMO3HAT C [IpaBHiTHUKA 32 BBTPENHUS peNl
noTpebuTeNHTe Ha yCiyrata M TexHute Omu3ku|— MHTEPBIOTA ChC CIYKUTENH

ca 3ano3Haru ¢ I[Ipouenypara. — Ilpu IPUATTOKUMOCT, WHTCPBIOTAa  C
oTpeduTeNn

137) [Ipn MPUITOKAMOCT, HIIIIT Ha|— UIIIT na moTpebutenure

noTpeduTenuTe Cchabpkar wHGopmanus 3al— MHTEpBIOTA ChC CIYKHUTEIN

MpoOJIeMHO WM crieluuuHO moBenaeHue, koero|—  [lpm  mpumokumoct,  HWHTEpPBIOTA  C

MMa HYXXJIa OT CIIeIIUaJIeH OTTOBOP. MOTpeOUTENH

138) Ilpunoxumure mepku 1o Ilpouenypata ca|— Kuura/perucrsp Ha HajlaraHuTe MEpKH
pasNuCcaHMu CbC 3aJb/DKEHUE 3a perucrpanus B|— Jlocumera Ha mOTpeOUTEIUTE
CIelMaHa KHUTA.

Kpurepuia 13.3: [locTaBUMKbBT Ha colManHaTa ycsyra He AoMnycKa npuiaraHeTo Ha husnmyecko
orpaHumyaBaHe Ha notpeburen(un).

Nupuxarop H3T0ouHuK Ha uH opManus

139) Cnenuduyano oOyueHue Ha|— MIHTEpBIO C PBKOBOIUTEIIS/CITY)KUTCIIUTE
CIy)KUTETNTE/0O0MSIHA HA OMUT, BKIIOUUTENHO 3a|— Jlpyru, Hamp. cepTH(QUKATH, MPOTOKOJH,
OBJIaJsIBAHE Ha TMposiBA HA HENPHEMIIMBO|3aIHCH

MOBE/ICHUE U arpecusl.

140) Exunuu/mnauBuayanHu cynepusuu npu|—  IIporoxomnu/mokmaam oT IIPOBEJICHU
clyyal Ha HOTpeduTenu ¢ IpoOJIeMHO|CylepBU3UHU
IIOBEJICHUE.

141) IlpunoxxeHute Mepkd MpH HempuemInBo|— Perucrwp Ha moTpeduTEennTE
NOBEJIEHUE ca onucaHu B Jocuero Ha|— Jlocuera Ha moTpeduTenuTe
CBHOTBETHHUTE NOTPEOUTEIN.

CraHpaprt 14: NpaBa v 3akpwia

CneunanmsmpaHaTa couunanHa ycnyra MMTY ocurypsisa cna3BaHe npaBaTa Ha noTpebutenuTte,
BKJIIOUMTENHO MNpaBOTO Ha 3aKpwia Ha JMYHOCTTaA. Ycnyrata rapaHTupa 3awurta  Ha
notpebutennute OT BCSAKAKBM (oOpMM Ha Hacwunave, TpyAoBa ekcnnoartauus, 3noynotpeba u
HebpeXXHOCT. [loCcTaBumKbT MHMOpMUpa W noakpens noTpebutenute ga m3passBaT MHeHWe Mo
BBMNPOCK, KOUTO MM KacasaT unu TpeBoXaT, U Aa nosiydaBaT CBOEBPEMEHEH OTroBOpP Ha THAX.

Kpurepuia 14.1: [locTaBUYMKDBT Ha coumasiHaTa ycJlyra nosHaBa W cnassa npaBaTa Ha
notpebutenure.

HNuauxatop H3T0YHHK Ha
HH(p opManu




142) Benuku cnyxutenu no3Hasat KonBenuusra Ha OOH 3a npaBara Ha|— IIporpama 3a
X0Oparta ¢ yBpexKAAHU. BBBEXK/IAILO U
HaJrpaxkJamnm
o0ydeHust
—  HHTepBroota  CBC
CILY’)KUTEIIN
143) JlocTaBUMKBT € B CBCTOSIHME Ja IPEACTaBU JOKa3aTescTBa 3al— NudopmaninoHHu
3aynTaHe Ha MPaBOTO HAa MHEHHE, M300p, 3aUuMTaHEe Ha JIMYHOCTTA Ha|Marepualu
NOTpeOUTENNTE TP MPEIOCTaBsIHE Ha yCIyrara. —  HHTepBroTa  CcBC
CILYXKUTENH
— Ilpn npumoxuMocCT,
WHTEPBIOTA c
noTpeduTeNn
— WuTepBro c
PBKOBOAMTENS Ha
ycayrara
144) [octaBuukbT € pa3paboOTH, YTBBPAWI U Ipujara npaBuia 3a|— IIpaBuia 3a
HEJIONyCKaHEe Ha TPY/A0Ba €KCILIOATallMsl B yCIIyrara. HEJIOIyCKaHe Ha
TPYZIOBa EKCILIOATaLlUs
—  HHTepBrooTa  CBC
CILYXKUTENH
— Ilpu npunoxuMocCT,
WHTEPBIOTA c
noTpeduTeNnu
— HNuTepBro c
PBKOBOJIUTENS Ha
ycayrara
Kpurepwmit 14.2: [JocTaBYMKbBT Ha couMasniHaTa ycJyra rapaHTupa B MakcuMMasiHa cTeneH
3auymTaHe JIMYHOTO AOCTOMHCTBO Ha notpebutenute v 3awmrta oT 3s0ynoTpeba n Hacunme.
Nupukarop HN3T0YHUK HA HH( OpMaIUA
145) UutepBroupanute norpebutenu mo3HaBaT|— [Ipouenypa 3a momaBaHe Ha  kanow,

[IpouenypaTa 3a mogaBaHe Ha KaJlOH.

IpEeACTaBeHa IO JOCTBIIEH 3a IOTpeOHTENuTe
Ha4YUuH

Ilpn  mpunoxumocr,
noTpeduTenu

HHTCPBIOTA C

146) Bcuuku noganenu B nociennute 12 mecena
*aJ0u ca HaHeceHH B Peructsp 3a xanoure.

— Peructsp 3a xanbure

147) Bcuuku noganeHu B mociaennute 12 mecerna
XKalOM ca pasmielaHd M ca  MPeUIoKEHU
pemenus oT Komucusita o xanoure.

— 3amoBen Ha PBHKOBOJUTENS Ha yciIyrara 3a
ch3naBaHe Ha Komucus

— Jlocue 3a Besika skaiiba (omrMcanue Ha jkanoara,
MPOTOKOM H peIIeHUs] OT 3acelaHus Ha
Komucusra)

— Joxknan nHa Komucusra 10 pbKOBOJUTENS Ha
yciryrara

— OTroBop 10 kandomnoaaresns

148) HHTepBIOMpaHUTE CIYKUTEIU TIO3HABAT
[Ipouenypara 3a curHaliu u JOKIaJBaHe Ha
Cllyyau Ha HacHUJIHeE.

— Ilpouenypa 3a curHaIM W JOKTaJBaHE Ha
Cllyda Ha HACHJIUE
— PerucTbp Ha CUTHAIMTE U TAXHOTO Pa3BUTHE




— MHTepBIOTa CHC CITYKUTEIIN

149) UutepBroupanuTe  MOTpeOUTENH  ca
3aII03HATH C MPABOTO CH HA 3aIMTa OT BCAKAKBH
dbopMH Ha HACHUIIUE | 3JI0YIOTpeda.

C

Ilpy  OpUIOXKHMMOCT,  WHTEPBIOTA

OTpeduTENN

150) Coayxutenute NpeMHUHABaT  BEIHBXK
roJUIHO 00y4eHUE 3a 3aKpUJIa OT HACUIIHE.

— YnocroBepeHue oT o0yueHue

— MHTEpBIOTA CHC CITY)KUTEIIN

— Wndopmanus, noamnucaHa OT pPbKOBOAUTEINS
Ha yciayrara

151) Ilpu peructpupanu ciydyau Ha Hacuiue
ycayrata € OCHTypuja HEOOXOIWMHTE BBHIIHU
CHELMAIUCTH 3a OKa3BaHE Ha IICHXOJOTMYecKa
W/MIU  COIMAJIHA TOJKpera Ha TOoTpeduTedn,
KEpTBa Ha HacuiIue, U ToBa ce oTpaszssa B UIIIL

— PervcTsp Ha CUTHANINUTE U TAXHOTO Pa3BUTHUE
— IIpoTOKOIM OT MPOBEAECHU CECUH 3a TOAKpENa
— WUITII na notpeburtenure

152) Ha BusHO MsICTO € mocTaBeHa HH(popMaIus
3a crienHa teiedoHHa JuHus 112.

— Habmronenne Ha cpenata

Kpurepwmia 14.3: [locTaBYMKDBT Ha coumanHaTa ycJlyra cb3gaBa yCJ/IOBUS 3@ U3CNYLUBAHE
MHEHMETO Ha noTpebutenute B npoueca Ha NpeAocTaBsAHe Ha ycJlyraTa, KaTto rapaHTmpa, Je
n3paseHuUTe MHeHUs Ha noTpebutenute HaMa Aa AoBeAaT A0 HeraTUMBHM MOCIeACTBMS 3a TAX.
JOoCTaBUMKBT MOAKPeNs ydacTUeTo Ha noTpebutenute BbB B3EMAHETO Ha peLleHns No BaXKHW 3a

TAX BbMNpoCH.

Nupukarop

HN3T0YHUK HA HH() OpMaAIUA

153) MHeHHeTo Ha MOTPEeOUTETUTE Ce U3CIIyIBa
U 3a4MTa.

154) Ha mnorpebutenute cbc 3aTpyAHEHA
KOMYHMKALIUSl Ca OCUTYPEHU BB3MOXKHOCTU [a
u3pas3sBaT MHEHHMETO CH M Ja Ce 3alO03HaAT C
B3E€TUTE PEILCHUS.

155) Ha mnotpebutenute, NOCTaBEHU MOJ
3alpellieHne, Ca OCUTYPEHH BB3MOKHOCTH Ja
U3pa3iBaT MHEHHE [0 BCHYKM BBIPOCH,

CBBP3aHU C ITOJI3BAHCTO Ha yCJIyrara.

— HMOII Ha notpeduTenure

— UIIII na norpeOurtenute
[Ipy  OPUITOKUMOCT,
MOTpeOUTENH

— IlpoTokonu OT yyacTue Ha MOTPEOUTETUTE B
eKMITHU OOCBHXKJaHUs MO BAXXHU BBIPOCH 32
KMBOTA B yCIyrara, KakTo ¥ OT JINUHU CpPElM C
OTTOBOPHUS 32 HETO CIYKUTEI

— M3non3BaHu MaTepuanu/moaxoan

C

UHTEPBIOTA

Kpurepwmit 14.4: [JocTaBYMKbBT Ha couMasiHaTa ycyra TbpCuM akTUBHO MHEHMETO Ha
notpebutenute UM TeXHUTE 3aKOHHW NpeaCcTaBUTENN NPU OLEHKA Ha U3Mb/IHEHMETO Ha

MporpamaTa 3a pasBMTUE Ha KAuyecTBOTO.

HNuauxatop

H3Tr0ouHuK HA uH opManus

156) Pazpaborenu opmu/mMaTrepuaiu 3a ThpceHe
Ha MHCHHUETO Ha TOTPEOUTEIHTE.

— @dopmu/mMaTepuand 3a THPCCHE HA MHECHHUETO
Ha MOTpeOuTENH

— HporpaMa 3d4 pa3BUTUC HA KAYECCTBOTO

Ha
B

157) [lone €IHO IIPOYYBaHE
VIOBJETBOPEHOCTTA Ha  MOTPEeOUTETUTE
paMKuTE Ha BCceku 12 mecena.

— Ilpm  npunoxummocT, HWHTEpBIOTA C
noTpeduTenu
— Ilpu npunoxumoct, BBIPOCHUIUTE Ca




ajanTUpaHW 3a JMIA C OIPAaHUYEHUS B
3pEHHUETO, ClIyXa WM TOBOpa M 3a JuLa C
WHTENEKTYaJTH! 3aTPYIHEHUS

Hannyna 0000mmeHa

IIPOYYBAHETO

uHpOpMaIUsI  OT

158) IIporpamara 3a pa3BUTHE Ha Kau€CTBOTO M
rognwHuaTt otyeT kbM AKCY oTpasgaBar
NMOCTUTHATUTE pe3yntTatm oT
Npoy4YBaHETO Ha yAOB/IETBOPEHOCTTA.

— Coappxarenen npermien Ha [Iporpamara 3a
pa3BUTHE Ha KAYECTBOTO

— Coabpkatened mnpemnien Ha o0oOmeHara
nHpopMAIUS OT IPOYYBAHETO

— Togumen otyer ¢ o00oOmeHa WHQpOpPMaUS
(xpM 31 mapt 3a AKCY)

CraHaaprt 15: B3ammogeiicTBMue n nogkpena 3a poaurenure/6nmMskure Ha notpeburenure

B cneunanmnsmpaHaTta coumanHa ycnyra MrTyY poautenute/3akoHHUTE npencTaBUTENN Ha geuata
(Hag 16-roauvwHa Bb3pacCT) Ca Bb3NIOXMUTENN Ha MoaKpenaTa; KoraTo ycjsyrata ce npeaocTtass
Ha MbAHOAETHW Nuua C  YBpeXAaHus, B3auMMOAEWCTBMETO C  poauTenuTe/3akoHHUTE
npeacTaBuTeNIM € KaTto C napTHbOpu B nogkpenata. Poautennte n 6nnskute Ha notpebutenuTte,
rnpu U3SIBEHO OT TSAXHA CTpaHa >XXefnaHue, Non3BaT noaKkpena oT ycayraTa.

Kpurepuin 15.1: [ocTaBuYvMKbT Ha couuanHaTa ychiyra npwunara dopManHu u  HedopManHu
noaxoaAnm 3a BK/W4YBaHe Ha  6nu3kuTe, CeMelcTBaTa/3akoHHUTE  npeacTasuTenin B
npefocTaBsHETO Ha ycayraTa npu siCHM Npasuia 3a B3auMOLENCTBUE M CNOoLENSHE HAa MHEHWE MO

OTHOLWIEHME Ha noagKpenaTa.

Nupuxarop H3T0ouHuK Ha uH opManus
159) HocraBuukbT € paszpabotun u mnpuiaral|— HaGmronenue

AeHHOCTH 32 MOAKpeNma  Ha ONM3KHUTE, — VIHTEPBIOTA ChC CIyKHTEH
ceMmeicTBaTa/3aKOHHUTE  MPEJICTaBUTENM  Ha

noTpeOuTeNunTe.

160) IIpu U3SIBEHO oT o6muzkute,| — U Ha moTpeOuTenuTe
cemeilicTBaTa/3aKOHHUTE NPEACTABUTENN | _ piyrenpiora che coryutenu
kenanue 3a  nopakpemna, MIIII na Beeku

MOTPEOUTENl ChIbPKA MOJXOIUTE U JACHHOCTUTE
3a IoJKpera.

— Ilpu BB3MOXKHOCT, MHTEpBIOTa C OJU3KUTE,
ceMelcTBaTa/3aKOHHUTE PEICTaBUTEIH

161) VHTepBrompaHUTE CIYXHUTEIN  JaBaT
IpUMEpU 3a OpraHu3alMsl Ha DPA3rOBOPUTE H
JlaBaHETO Ha oOpaTHa BpbB3Ka KAaTO YacT OT
HedopMaHAaTa KOMYHUKAIlUs ¢  OJNM3KHUTE,
ceMeicTBaTa/3aKOHHUTE  TMPEACTaBUTENIN U

oOMeH Ha uHdopmMarus ¢ TsX.

— MHTEepBIOTA CBC CIYKUTEIIN

— Ilpu BB3MOXKHOCT, MHTEpPBIOTA C OJM3KUTE,
ceMmelcTBaTa/3aKOHHUTE TIPECTaBUTENN

CneumnanmsmpaHaTa coumanHa ycnyra MNrTy mMoxe Aa ce npefocTaBs CaMOCTOATENHO MK

2
KOMMMEKCHO CbC cnegHute counanHun ycnyru.

3aCTbMHMYECTBO U NOCpPEAHNYECTBO;
Tepanus n pexabunutauus;

- JHEBHa rpuxa;

- pe3unaeHTHa rpmxa;

- OCUrypsiBaHe Ha MOACIIOH;
- aCUCTeHTCKa noakpena.

HOpPMMpaHe N KOHCYNTUPaHe - KaTo cheuuanusnpaHa coumanHa ycnyra;

obyueHue 3a NpuaobuBaHe Ha yYMeHUs - KaTo CrneuunanmsnpaHa coumanHa ycnyra;




JocTaBuMKbT Ha cneuuanusmpaHaTa couuanHa ycnyra [MTY Moxe ga npusBiavya/BKAO4YBa B
OENHOCTTa Ha ycnyrata pgobpoBosium cbrnacHo paspaboteHa OT AoCTaByMKa nporpama.
BkloUBaHETO Ha CTa)kaHTM e cfied CKAK4YBaHe Ha CnopasyMeHus Mexay AOCTaBuYMKa W
CbHOTBETHUTE BUCLUM Y4ebHM 3aBeaeHus.

' Bk Crangapt 2

’ Mpyn KOMNAEKCHO NpeaoCTaBsHE Ha COLMAnHN YyCNyrn AOCTaBUYMKDBT MO CBOS MpeLeHKka Moxe aa
paszpaborBa o06WwKn WM OTAENHM nNporpaMu, npaBwuna, perncTpym W Apyrm [AOKYMEeHTM 3a
pasnnyHUTE BMAOBE couuanHm ycnyru. MNpu npunaraHe Ha noaxoga 3a o6Wu AOKYMEeHTM 3a
BCMYKM MpeaoCTaBsAHM KOMMIEKCHO YCNAyrn cfeaBa ga uMa sicHa u pgobpe CTpyKTypupaHa
MHdopMaLmsa 3a BCMYKN BMAOBE COLMANHM YCAYIM, KOMTO AOCTaBUYMKBLT NpeAocTaBs, KakTo U 3a
BCMYKM BMAOBE COUMANHM YCJyrM, KOUTO BCSKO OT JuuaTta non3Ba KOMMAEKCHO OT eAuH
AOCTaBuMK.

MpwnoxkeHune 8

kKbM un. 10, an. 1

CTaHAApTU U KPpUTEPUM 32 KAYECTBO Ha cneyuanmsmpaHa coumasiHa yciyra
[AHeBHa rpwka 3a Aeua C TpaHu yBpeXxaaHus
[AHeBHa rpwxa 3a MbJIHOJIETHU JIMLA C TPaliHM yBpeXXaaHus

A. flocTaBYMKDbT Ha crneuvaaMsMpaHaTa coluvasiHa ycayra [lHeBHa rpwka 3a geua/nvua c
TpawHu yBpexkaaHusa (A e anb)>KeH Aa OCUrypu ciefgHUTe CTaHAapTy 3a opraHuMsaums m
ynpassieHve Ha couuvasiHaTa ycnyra:

CraHpaprt 1: YnpaBneHue

CucTtemaTa 3a ynpasieHue Ha cheunanusmpaHaTa coumanHa ycnyra Al ce npuvnara ebekTUBHO U
LUANOCTHO, KAaTo HacCbp4yaBa KyNTypa Ha Ka4yeCcTBOTO. ,U,OCTaBl-II/IK'bT rapaHTupa, 4e uUeJsIMTeE Ha
couunanHata ycnyra, wHAMBUAYaANHUTE I'IOTpe6HOCTVI Ha I'IOTpeﬁl/ITeJ'IVITe n  nMNOCTUTHATUTE
pe3ynTaTh 3a TAX ce peanusmpaTr Mo Bb3MOXHO Hal-edeKTMBEH HauuH, KaTo Ce aHraxupa cC
pa3BuMBaHe U npwuiaraHe Ha Ao6pu NpakTUKM.

Kpurepwuia 1.1: [JoCTaBUMKBLT Ha couManHaTta ycayra npwiara cMctemMa 3a yrnpaB/ieHne Ha
CNY>XUTENUTe, pecypcuTe U KayecTBoTo.

HNupuxarop H3T0uHuK HA MH} opManus

1) Pasnucana cucrema 3a ynpaBieHue Hal— JloCTaBUMKBT NpencTaBs J0OKa3aTelCTBa 3a
Ka4eCTBOTO, B T.Y. Ha CAYXWUTENINTE W|HaIM4Me Ha CUCTEMA 3a YIIPABJICHHE

pecypcuTe. — TIMcMEHM MONMTUKA U TIPOLELYPH, IIPaBUIIa,

MMpaBUIIHUIIN

— Mudopmanus, noanucaHa oT PBKOBOAUTENS
Ha yciryrara

2) UnTepBroupanute caykutenu AasaT npumep|— HabGmromenue u onucanue Ha cpeara
OT CBOSITa MMPAKTHUKA 10 MPUJIaTaHE HA CUCTEMA 32

— MIHTepBIOTA CBC CILY’)KUTEIIUTE
yIIpaBJICHUE.

— HMudopmanus, nmoanucaHa oT PBHKOBOJUTEINS
Ha yciyraTta

3) O6obmena uapopmarnus (cnpaBka) oTHOcHO|— [lombaHeHa dopma ¢ 0600meHa wHpopMarus
pe3ynrata 3a MOTPEOMTENHTE 3a akTUBHUTE H|(mepuon  OT  Bpeme, Opoil  oOxBaHaTH
MIPUKIIOUYECHUTE CIIy4dau. norpeburenu, npobiemu  (paspelieHd |
HepaspelieH ), OOl TEHICHITNU U JIp.)

— WIIII na motpedbutenure

4) Ilporpamara 3a pa3BuTue Ha KauecTBOTO W|— Cwabpikarenen mperien Ha I[Iporpamara 3a

MroanwHMAT otyeT KbM AKCY 0TpasaBaT|pa3sBuTHE Ha KaYECTBOTO

MOCTUrHaTATE pesysiTath. — Coabpkatened mnpernien Ha o0oOmeHara

nHpOpMAITUs

— Togumen otyer ¢ o006o6OuEeHa uHQOpManus




(xbM 31 mapT 3a AKCY)

5) Bcwuku crmyxuTenu ca 3amo3HatH  Cbc|— MHTEpBIOTA ChC CIYKHUTENN
CHIBPXKAHUETO Ha 0000ImeHara uHQopmamus 3a
IIOCTUTHATUTE pe3ynraTtu nu B3eMart 101
BHUMaHHE BCUYKUA OOCTOSTENCTBA OT 3HAYECHUE
3a Mo100psIBaHE Ha eXelHEeBHATa UM padoTa.

Kpurepwuit 1.2: YnpaBneHWeTo Ha coumanHata ycnyra [ e SCHO CTPYyKTypupaHo, KaTo
ynpaBAsBaLLOTO ycsyrata Jvue e Ha3HadyeHo OT AOCTaByMKa Ha ycyraTta 3a OCblecTBsABaHe Ha
pPbKOBOACTBO M € paboTogaTen Ha CNyXutenute, NnpefocTassaLwWwm ycayraTa.

HNupuxarop H3r0ouyHuK Ha uH opManus

6) JeiitHocTtTa Ha ycmyrara ce ympaeisBa oT|— JloroBop 3a Ha3HauaBaHe (BB3JIaraHe) Ha
Ha3Ha4YeH OT JOCTaBYMKAa PHKOBOIUTEIL. JUIETO, YIPABJISABAIIO COLMAIHATA YCIyra

— IIpu npuinoxuMocCT, BaIMAHO IIBIHOMOIIHO Ha
PBKOBOIMTENS Ha ycayrata

7) OmnpeneneHu ca OTTOBOPHOCTUTE, HUBATa Ha|— JnbxKHOCTHH XapaKTePUCTUKH Ha
B3€MaHE€ Ha peleHus (MOJYMHEHOCT) H|CIYKUTENUTe (BKJI. OpraHurpama)
3aTBIDKEHUSITA Ha CITY)KUTEITUTE.

Kpurepwmia 1.3: [locTaBUMKDBT Ha coumanHaTa ycnyra npunara Metoam 3a paborta, cbobpaseHu c
npoyyeHn gobpu npakTuku 3a paboTta C geua/nmua C yBpexaaHus.

HNupukarop HN3TouyHnk Ha MH{( opMAauUs

8) IIpy BB3MOXKHOCT, YCTAaHOBsIBAHE Ha MeTo/u|— MHTEpBIO ¢ pHKOBOAUTENS HA yCIyrara
3a paboTa B yciyrara, ChoOpa3eHu C MPOYYCHHU
NOOpW TpakTUKH H TOAX0aM 3a pabora ¢
Jie1ia/uIa ¢ pa3IudHiU 110 BUJ YBPEKIAHHUSL.

— Nudopmanus, noanucaHa oT PBKOBOIAUTENS
Ha yciryrara

9) Ilpu BB3MOXKHOCT, PBHKOBOJUTENSAT Ha
yciayrata — [ocoyBa — I[OHE  eaHa  Jo0Opa
MPaKTUKA/MHOBAIIHS, IPUIIOKEHA B YCIIyrara.

CtaHpapT 2: OpraHusaums Ha geHocTure

CneuvanusmnpaHata couuanHa ycnyra [AF opraHusvpa pJevHOCTUTE 3a MocpellaHe Ha
exeaHeBHUTE MNOTPeBGHOCTM M OCurypsiBaHe Ha AeNHOCTUTE 3a pasBuTuve Ha noTtpebutenute
crnopes npenBapuTesiHO M3roTBEHM NpaBwuia 3a opraHusauus u putbM Ha pabota ¢ 6anaHc
MeXxay rpynoBUTE 3aHUMaHMs UM MoCpellaHe Ha UMHAMBUAyanHUTe noTpebHoCTM  Ha
notpeburenure.

Kpurepwuia 2.1: [JlocTaBYMKBT Ha couManHata ycayra e pa3pabotun v npunara [lporpama 3a
npeaocTaBsHe Ha ycnayraTa.

Nupuxarop H3r0ouHuK Ha uH opManus

10) IIporpamara e croOpazeHa ¢ morpedHOCcTHTE|— [Iporpama 3a npenocTaBsiHe HA ycayrata
Ha BB3pacTTa, BUJA HA YBPEKIAHETO, KAKTO U C
Ipyru IIPUIIOKUMU crienupuKu i

WHIUBUIYATTHUTEC 0CO0EHOCTH Ha|— I/IHTepBIOTa CBC CITY)KUTEIHN
noTpeduTeNnuTe.

— MHTEpBIO ¢ pHKOBOAUTENS HA yCIyrara




11) Ilporpamara chabp’ka Karo MHUHUMYM: a)
3a7I0BOJIIBAHE Ha ©XKEIHEBHU TOTPEOHOCTH
(Hamp. XpaHEHe, CcaMOOOCITy)XBaHe, TOaJeT,
MOYMBKA, TMPUIBHKBaHE) U O) omucaHue Ha
3aHMMaHHUATA U CTPYKTYPUPAaHU JEHHOCTH.

12) OcHoBHUTE AeWHOCTH Ha mporpamarta ca|— HaGmronenue
MOCTaBEHU Ha BHUJHO MACTO M MOAXOJISAIIO
BU3YaJIU3UPAHHU.

13) Ilone emna neriHOCT C moTpedbutenute ce|— MuauBumyaneH rpaduk Ha MOTPEOUTEITUTE
IJTAHUPA M pealTi3rpa U3BBH ClICHATN3MpaHaTa
cpena Ha yciyrara.

— MHTepBIOTa CBHC CAYKUTETH

— Ilpp  TPWIOKUMOCT, HWHTEPBIOTA  C
MOTpEeOUTENH

14) NnTepBIronpaHuTe CIyKUTENN JaBaT npumep|— MHTEpBIOTa ChC CIYyKUTENN
OT CBOsSITa TMpakTUKa @0 TpHJIaraHe Ha
Iporpamara.

— Huadopmanus, moanucaHa OT PBKOBOAUTEIS
Ha yciyrarta

Kpurepwmia 2.2: [locTaBUYMKBT Ha couManHaTa ycjlyra KOHKpeTusupa B ceaMmnyeH rpaduk
AeHoCTUTe ¢ noTpebutenuTte B rpyna v nHaAnMBUAyasHo.

HNupukarop HN3TouyHnK Ha MH{( opMAaUs
15) Pa3paboren ceqmuueH rpaguk 3a pabora —|— Habmonenue
ocHoBaH Ha [Iporpamara 3a mpemocraBsHe Ha| VIHTEPBIO C PHKOBOJITEIS HA YCIYTATA
yciyraTa.
— MIHTEpBIOTA CHC CITY)KUTEIN
16) 3a Bcekn mOTpeOHTEN © M3rOTBEH CCAMUYCH|—  [Ipum  NPHIOKHMOCT,  HMHTEPBIOTA  C

rpaduk 3a paboTa — OCHOBaH Ha CEIMUYHHS|moTpebuTeny
rpaduk Ha ycimyraTa.
— MunuBuayaneH rpaguk Ha MOTPEOUTETUTE

CTaHﬂapT 3: MsicTo Ha npeaocTtaBsHe

MAcTOTO 3a npeAocTaBsHE Ha cneuunanusupaHaTta couumanHa ycnyra A cnocobcTBa 3a
3a40BOMIIBaHe Ha noTpebHoCTUTe Ha noTpebutenute B ycjayrata W TAXHOTO COLMASHO
BKJ/IIOYBAHE.

Kpurepuia 3.1: O6wHoCcTTa pas3nonara c paboTewm M AOCTbMNHM YCAyrM - ob6bpa3oBaTesiHu,
34paBHW, TepaneBTUYHW, CMOPTHW, 3@ OpraHu3aums Ha cBobogHO BpeMe n Apyrn. MacTtoTo Ha
coumanHata ycnyra A e KOMyHuMKaTMBHO. Ycnyrata wWMa aAMWHUCTpaTUBEH agpec Ha
npeaocTaBsHe.

HNupuxarop H3Tr0ouHuK HA uH opManus

17) Cpenmara, B xosito ce Hamupa I, e|— HabmoxeHnue u onucanue Ha cpenara
HOJIXO/AIA IO OTHOUICHWE Ha MpHiIeKal@ara
uHdpacTpykTypa (HaIuuue 1 JOCTBII 0 JIeUeOHH
3aBEJICHMUSI, IPYTH COIIMAIIHU YCITyTH, Mara3uHu H

Jp.).
18) 3a moctena go [I" HAMa mperpaau U MpedyKu
KaTo Oapuepw, 3abpaHa 3a CriupaHe.

19) VcranoBsiBaHe Ha agMUHHCTpATUBEH ajpec|— Pemenne Ha oOIMHCKUS CHBET, a B CIyJauTe,




Ha yclyrara. KOraTo ColMaliHaTa Yyclyra € JelerdpaHa oT
IbpXKaBara — JIGMHOCT, u 3amnoBen Ha
V3IBJIHUTEIHUS JUPEKTOP Ha ATEHIHATa 3a
COILIMAJIHO ITOAIIOMAraHe

— Peructsp Ha AKCY

Kpurepwuit 3.2: Mpun Bb3MOXHOCT, CneuuanusnpaHaTa cpeja Ha couunanHaTta ycnyra Ar
pasnonara C npuniexatia Teputopus, KosaTo ce obocobsBa KaTo yacT OT ycayraTa, U uma neceH

AOCTHN A0 BBHLWHUTE npunexXxawn npoCcTtpaHCTBa.

(*) MNpu aunca Ha ABOPHO_MSICTO_Ha TEPUTOPUSTA Ha CouMasiHaTa yCcsyra TO3U KpUTeEPpui HE ce
rpoBepsiBa.

HNuaukarop H3T0ounuK HA uH opManus

20) Cnenumanu3upaHaTta cpena Ha cornuanHaral— HaOmonenue u onrcanue Ha cpejata
ycIoyra pasmojiara ¢ NPHJISKAIO  JBOPHO
IPOCTPAHCTBO 3a OpraHU3MpaHE Ha 3aHUMaHUs
Ha OTKPUTO U OTJHMX Ha TOTPEOUTEIUTE.

21) JIBOpPHOTO  MPOCTPAaHCTBO €  J00pe
HOJIBPKAHO.

22) [Ipu BB3MOXKHOCT, JBOPHOTO MPOCTPAHCTBO
€ JOCTBITHO 3a OOIIHOCTTA.

23) WnTepBionpanute notpedbutenu|—  Ilpu  mpuiIokKUMOCT, HUHTEpBIOTA  C
NOTBBPXKJABAT, Y€ JBOPHOTO IPOCTPAHCTBO €|MOTpPEeOHTENTH
JOCTBITHO 3 TSX.

CraHpaprt 4: CneunanuavpaHa cpeaa

CneumnanunsmnpaHaTa cpefa, B KOATO ce npeaoctaBsa couuanHaTta ycnyra [, KaTto apxuTekTypa,
(YHKLUMOHANHOCTM M AM3alH Cb34aBa YC/I0OBUSA 3a MOCpellaHe Ha exeaHeBHUTEe NoTpebHOCTU u
pasBuTHME Ha noTtpebutenute cbobpasHo peduHupaHuTe wuMm cneundunyHnm noTpebHoCcTu un
ocobeHocTw.

Kpurepuin 4.1: MNoMeweHnaTa 3a OHeBeH npecTomn, 3aHUMaHu4, noyvBeKa u
npuroTBsiHe/pasnpeaensiHe Ha XpaHa/XpaHeHe ca AOCTaTbyHO Ha 6poii, AOCTbMHKM, ob3aBedeHu
cbobpaseHo ¢ PyHKLMOHATHOTO UM npegHa3sHavyeHme n notpebHocTuTe Ha notpebutenure.

HNupukarop HN3TouyHnKk Ha MH{( opMAaUs

24) Ilpu BB3MOXKHOCT, ¢oaiie 3a mnpuem Ha|— HabmogeHue u onucaHue Ha MOMEIEHUATA
HNOTPEOUTENNTE U CHIIPOBOXKIAIIMTE TH JINLIA.

25) Bcuuku momernieHust 32 JHEBHU 3aHUMAaHMS
ca o03aBeieHH CHOOPa3HO BB3pacTTa, BUIA Ha
YBpEXKIAHETO, IPYTH MPUIOKUMHU CIICHUDUKA U
0COOEHOCTH.

26) Ilpu  nmpwioxumocT, MebenuTe U
ChOPBKECHHUSATA B yclayrara ca 00e30MaceHu
(3a00enu pHOOBE Ha MebenuTe, 00e30maceHu
CJICKTPUYECCKU KOHTAKTH U JP.).

27) O60co06eHO MPOCTPAHCTBO 32 ChH/MOYMBKA.

28) IloHe enHO IIOMEIIEHHME 3a MPUTOTBSHE
U/UIN paslpelesiHe Ha XpaHa ¢ MPOCTPAHCTBO
32 CBXpaHEHHWE Ha XpPaHWUTEIHH MPOAYKTH,




000pyIBaHO C HEOOXOAMMHUTE YPEIH.

29) Ilome enHO TmMOMEUIEHUE 3a XpaHEHE
(Tpamesapusi) B Ipyma.
30) TIlome engHo TOMENIGHWE 3a JIHEBHHU

3aHUMAaHUs, B KOETO MOTAT Jia ce chOepaT MmoHe
MOJIOBHHATA IMTOTPEOUTENH.

31) Ilone emHo moOMeleHUWE 3a WHIUBUIyaTHA
paboTa ¢ moTpeOuTeIUTE.

32) [loHe eqHO MOMEIIEHHE 32 CITYKUTEIHUTE.

33) VcnoBua 3a CbXpaHEHHE Ha JMYHA
JNOKYMEHTAIlMsl Ha TOTPEOUTENIUTE U apXWB
(Hamp. MeTajieH mKad, KOMTO ce 3aKI0UBa).

34) HanuuHo e HeoOXonuMo O0OpyaBaHE MHpH
chONIOIaBaHe Ha TPOQPSCHOHATHUTE HOPMU H
W3UCKBAHUS nomooH, TeneoHEH TMOCT,
UHTEpHET BpB3Ka, BUJICOHAOIIOAEHUE (B 0OIM
MOMEIICHHS, KOPHUIIOPH, BXOIOBE), CHUTHAIHA
WHCTAJIAIKS (aKO € MPHUIIOKUMO).

35) OcurypeHo cHajiHo
3aMECTBalla rpuxa n IIOYHNBKa
norpebutenure  (KOoraro JHEBHATa
MPEOCTaBs U 3aMECTBAIlA TPUXKa).

IMOMCIICHHUEC 3a
Ha

rpuxa

- Ha6J’IIOIleHI/I€ 1 OIMKMCaHUEC HAa TOMCHICHHATA

— IlpaBuna 3a pocTen 10 MOMELIEHHUSTA U
JOKyMEHTaIusATa

Kpurepwuit 4.2: CaHWTapHO-XMrmeHHUTe nomMellenns (6aHu, ToaneTHu) B couunanHaTta ycnyra Ar
Ca [OCTaTbYyHO Ha 6pol U BCUYKWN CaHUTApPHN CHOPBXKEHUS Ca B U3MPaABHOCT.

HNuauxatop

H3r0ouHuK HA uH opManus

36) Cnyxurtenute Mmoj3BaT OaHs W TOaJleTHA,
Pa3IUYHM OT TE€3U Ha MOTPEOUTEITUTE.

37) Bcuuku CcaHUTAapHU  TMOMEIEHHUs  ca
MIPUCIIOCOOCHN 3a XOpa C YBPEXKIAHUS, KaTo
MOHE ©€IHO CaHUTApHO  IIOMEIICHHE €
MPUCIIOCOOCHO 32 TTOJI3BAHE OT MOTPEOUTENH ChC
3aTpyAHEHUSI IPU TPHUABHKBaAHE.

38) Bcuuku caHuUTapHH CHOPBXKEHHS (B T. 4.
KpaHOBE M JyIIOBE 3a CTy/eHa M TOILIA BOJA H
JIp.) ca paboTeM.

- Ha6J'IIO]1€HI/I€ n OIMKMCaHUEC Ha MTOMCHICHHUATA

Kpurepwmit 4.3: [locTaBUMKBT Ha coumanHaTa yciyra cnasBa CaHUTapHO-XUMMEHHUTE U3NCKBaHMUS
Mo OTHOLLUEHME Ha OCBET/IEHNe, OTOM/IEHNE U BEHTMAAUMUS HA BCUYKM MOMELLEHMS.

HNupukarop

HN3TouyHnKk Ha MH{( opMAaUs

39) Bcuuku moMenieHus ce OTOILIABAT, KaTo Ipe3
3UMHHUS TIEPUOJI C€ TMOJUIbpKa TOCTOSHHA
TeMIeparypa B CBOTBETCTBHE C XUTHCHHHTE
M3HUCKBAaHUS, B TIOMCIICHUSTA 3a 3aHUMaHUs
muH. 20°C, Kkoratro ce H3MOJI3BaT OT
MoTpeOUTeNnuTE.

— HaOmionenue u omnMcaHue Ha MOMELICHUSATA
(TepMoMeTBp B ycIiyrara)

Koraro e
MOTpeOuTENH

MMPpUITOKUMO HHTCPBIOTA C




— Koraro e mnpwiokumMo HHTEPBIOTA CbC
CILY’KUTEIIN

40) TlomemeHusTa ca TpoBeTpeHH U HsMar|— HabmoneHue u omrcaHue Ha MOMEIICHUSATA
cnenu@uyeH Mupuc.

41) Hsama HamMmuMe HaA BJIara W MyXbI B
MOMEUICHUSITA.

42) OOmmTe TMOMEIICHHS U TOMEIICHHATa 32
CIlaHe UMaT €CTECTBEH M3TOYHUK Ha CBETIMHA.

Kpurepwuit 4.4: CneumanmnsmpaHaTta cpeaa (MaTepmnanHaTta 6a3a), B KOATO ce npeaocTaBs
coumnanHaTa ycayra [, e B CbCTOSHME Aa NocpeLlHe NoTpebutenm cbC cneumasnHu
NoTpe6bHOCTH, BKIKOUUTESTHO MPU NPUABUXBAHE.

Nupukarop HN3T0YHUK HA HH() OpMaAIUA

43) OyaknuoHupam@ pamna wid - apyru|— Habmonenue u onucanue Ha cpeiara
MOJIXO/ISAIIM TIPUCIIOCOONCHUS (HAIp. acaHChOp,
MOJICMHUK) Ha IMOJXOMSAIIO W JIECHO JOCTBITHO
BXOJHO MsCTO KbM JII'.

44) BpatuTe 103BOJNABAT  ION3BaHE  OT — IIpu BB3MOXKHOCT, UHTEPBIOTA C TOTPEOUTENN

noTpeduTenu ChC 3aTpyIHEHUS npu
NPUIBMKBAHE — HAMAT MparoBe, OpaBUTE ca Ha
JIOCTBITHA 3 MOTPEOUTETUTE BUCOUMHA.

— JIoKyMeHTH 3a BbBEXJIaHE B €KCILIoaTalus Ha
CHOTBETHOTO CHOPHKCHUE

— Ha6J’IIO,I[eHI/Ie M OITMCAaHMC Ha CpCaaTra

45) llupounHata Ha BCUYKA KOPUJIOPH U BpaTH
no BT Ha  JBUXKCHHUE M03BOJIABA
6€3HpCH${TCTBeHO NpEMUHABAHC Ha HWHBAJIWIHA
KOJINYKA.

CtaHpapT 5: be30nacHOCT U CUrypHOCT

CneuvanusmpaHaTa coumanHa ycnyra [OF ocurypsiBa curypHa u 6e3onacHa cpega 3a
noTpebutenutTe U CHYXWUTENUTe cnopen AeNCTBalUUTE HOPMATUBHM  M3UCKBAHWUS, KaTo
[OCTaBYMKBLT pErynsipHo CbriacyBa AeNCTBMATA CU C NPENOPBbKUTE Ha KOMMETEHTHUTE OpraHu.
Kpurepuin 5.1: [JocTaBuUMKbT Ha couumanHaTa yciyra ocurypsiBa aBapuiiHa M MoXapHa
6e3onacHOCT 3a notpeburtenure.

HNupuxarop H3T0uHuK HA MH opManus

46) NntepBroupanuTe CIYKUTEIH ca 3arno3HaTu|— MHTepBIOTa ChC CIIy)KUTENU
ChC CBOUTE 3aab/DKeHUd 1Mo [lman 3a peakuus — IlaH 3a PeaKIst PH ABAPHITHA CHTYAIHS
IpU HAcThIIBaHE Ha OEICTBUS, aBapuH W/UIH
noxap. — Ilporoxomu  OT TpoBeAeHUW  y4eOHH

CBAKyallHOHHU MCPOIIPUATUSA

— IIpennmucanuss wHa Cuyx6a '"TloxxapHa
0€30I1acHOCT U 3allTa Ha HAaCeJIEHUETo"

— Hoxapuo mocue/Ilponieaypa 3a peakuusi mpu

oXkap
47) Nma obGo3HaueH aBapueH u3xon, paboremo|—  IIporokomu/mpeanucanuss ot  Cmyxba
€BaKyallMOHHO OCBETJICHUE. '"Tloxapna  Oe3omacHOCT W 3alMTa  Ha

HaceleHuero"




— HaOmronenue

48) EBakyanrioHeH MIaH — MMOCTaBE€H Ha BHUJIHO
MSICTO U B €Ibp TIJIAH.

— HaOmronenue

Kpurepwia 5.2: [JocTaBUYMKBLT Ha couManHaTta ycayra npuniara npouenypa 3a CbxpaHeHue U

M3non3BaHe Ha NoTeHUhanHoO BpeaHM BELWECTBA.

HNuguxarop

H3Tr0uyHuK HA uH opManus

49) Hammysa nucMmeHa  mporeaypa  3a
CbXpaHEHUE M M3IO0J3BaHE Ha MOTEHIUAIHO
BpPEJIHU BEIIECTBA.

50) Mma nucMeHM YKa3aHHMS 3a HauuHA H
JIO3UpOBKaTa Ha U3NOJI3BAHE Ha IpernapaTuTe 3a
Ne3uH(eKIMsT Ha pbleTe Ha CIYXHUTEIUTE,
NOTPEOUTENINTE U Ha TOBBPXHOCTHUTE.

51) IlepuiHuTe, MHEUMTE CpeICTBA U JAPYTH
NOTEHIIMAJTHO BpEIHU BEIIECTBA ca SICHO
0003HAUEHN M CE€ CBXpaHSABAT pas3IeaHO OT
XpaHUTE, B CHEIUAIHU 32 TOBA MECTa, KOUTO ca
HEJIOCTBITHU 32 TOTPEOUTETUTE.

— Ilpouenypa 3a chxpaHeHHE W H3IIOJI3BaHE Ha
MOTEHITMATHO BPETHY BEIIECTBA

— HaOnroneHue Ha IOMEILEHUSTA

— MHTEpBIOTA CHC CITYKUTEIIN

Kpurepwmia 5.3: [locTaBUYMKbBT Ha coumanHaTa ycayra npunara lMNporpaMa 3a nNpeBeHUMs U NNaH 3a
AelCTBUe Npu Bb3HUKBAHE Ha ennaeMnyHa cutyauuns. JoCcTaBUMKbLT OCUIypsiBa INYHU npeanasHu
cpeAcTBa 3a cnyxutenurte n notpebutenute Ha ycayraTta.

Nupukarop

HN3T0YHUK HA HH() OpMaAIUA

52) Pazpaborena Ilporpama 3a mnpeBeHUUS H

— IIporpama 3a npeBeHIMs U IUJIaH 32 JEHCTBUE

MjaH 3a JeicTBUE TNpU BB3HUKBAHE Ha|IpW BH3HUKBAHE HA CMMUJEMUYHA CUTYaIIHS
enuJIeMUYHA CUTYaLlHSl.
53) Bcuuku cnyxuTenu ca 3amo3HaTH  c|—  JlokymMeHT,  yagocToBepsiBall, ~uYe  Ha

pasnucanara [Iporpama 3a npeBeHIS U TUIAH 3a
JelicTBME TIpH BB3HWKBAHE HA CMHJICMUYHA
CHTYIIHSL.

CIIYKUTCIIMTC € MPCA0CTaBCHA ITporpamMara.

— JIoKyMeHT, yJaocToBepsiBalll, 4e ce€ MpOBEXk/aa
MEepUOJUYEH NHCTPYKTAXK

— MHTEepBIOTa CBC CILYKUTEIIN

54) Bcuuku moTpeOUTENM U CIYXKHUTEIN HMaT
JVMYHA TPEIa3Hul CPEelICTBA — MACKH, PBKaBHITN
U JIpyI'd, BKIIOYUTEIHO €THOKPATHU MPECTHUIIKH,
00J71eK10 U OOYBKM 32 CIYKHUTEIUTE, KOUTO Ce
M3I0JI3BAT CaMo B yciIyrara.

— HaOnroneHue Ha MOMEILIEHUSITA

— MIHTEpBIOTA CHC CITYKUTEIN

Kpurepwuit 5.4: [JoCTaBUMKBLT Ha couManHaTta ycayra rapaHTupa 3akpunarta Ha notpeburenure
Mpy HacTbMNBaHE Ha MHUWAEHT, 3acTpallaBall XXWBOTa M 34PaBETO Ha NOTpPeEBUTEN, KaKTO U Npwu
OTCBCTBME Ha NOTpebuTen 6e3 ocHoBaTeNHa NpUYNHA WK NpeaynpexaeHue.

Nupukarop

H3T0unuK HA uH opManus




55) Vrwpaena Ilpomnenypa 3a yBemomsiBaHe H
JEHCTBYE TTPU UHIIUACHT/CMBPT Ha TOTPEOUTEI.

— IIponenypa 3a yBegomsBaHe U JIeHCTBUE TIPU
WHIHJISHT/CMBPT Ha MOTpeOUTEN

— I/IHTepBIOTa CBC CIIYXXUTECIN

— IlpoTtokon(n) 3a mpeanpueTd IEeHCTBUS U
pe3yNTaTUTE OT THIX

56) VrBwppnena Ilponeaypa 3a nelictBue mpu
OTCBCTBHME Ha NOTpeduTeNn 0e3 OCHOBaTelIHa
NpUYMHA WK TIPEIYTPEKACHHUE.

— Ilpouenypa 3a xaeiicTBUE NMpU OTCHCTBUE HA
notpebuTesn 0e3 OCHOBaTeNHAa MPUYMHA WM
MPEIyIpexKICHIE

57) IlpoBeneH MHCTPYKTaX Ha CIYXHUTEIUTE 3a
OKa3BaHE Ha IIbpPBA IOMOL IIOHE BEIHBK IIPE3
nociaequute 12 Mecenia.

— Mudopmanus, nmoamnucaHa oT PHKOBOIAUTENS
Ha yciayraTta

— IIpoTOKOI OT MPOBEIEH HHCTPYKTAK

58) Beuukm ciy>KuTenu ca 3aro3HaTH ChC CBOUTE
3aIBJIKEHUS] ChITIACHO MPOLIEAYPUTE.

— Ilporokomn(n) 3a mnpennpuerd JeHCTBUS U
pe3yATaTUTe OT TAX

— MHTEepBIOTa CHC CITYKUTEIIN

59) Benuku aena/Milafieku U pOAUTENN/3aKOHHH
MPEICTaBUTENN ca WHPOPMHUPAHU TIO TIOJIXOISII]
HA4MH 3a pella Ha UHGOPMHpaAHE MpH caydail Ha

I/IHL[I/II[GHT/CM'I)pT u npu OTCBCTBUC Ha
norpebuten ot yciyrata 0€3 OCHOBaTelHa
MpUYHHA.

I[Ipu  mpunoxxumocr, c

oTpeduTeNn

UHTEPBIOTA

CtaHpapTt 6: NoBepUTEeNHOCT U CUrypPHOCT Ha uHdopMaumaTa

CneunanmsmpaHaTa coumanHa ycnyra Al rapaHTupa B MaKcuMajnHa CTeneH 3awura Ha
NOBEPUTENHOCTTA, CUIYPHOCTTA Ha JIMYHUTE AaHHWU N MHbOopMaumsTa 3a notTpeburenurte.
Kpurepuida 6.1: [JocTaBuUMKBLT Ha couMlanHata ycnyra O pa3pabotBa v npunara MNOAUTUKA U
npoueaypv 3a CUrypHoCTTa U NMOBEPUTESTHOCTTA Ha IMYHUTE AaHHKM 3a noTpebutenute.

HNuauxatop

H3r0ouHuK HA uH opManus

60) Bcuuku caykdTeNnM ca  3alo3HATH  C
MOJIUTHKaTa W TMPOIEAypUTE 3a 3alMTa Ha
JIMYHUTC JaHHHU U Ca HASICHO C OTTOBOPHOCTHUTC
CH 3a IOJUIbp)KaHE Ha TOBEPHTEIHOCTTa Ha
uHopMaluaTa 3a MOTPEOUTENUTe U TEXHUTE
CeMeicTBa.

— Ilucmena monuUTHKAa W TPOLEAYPH OTHOCHO
3anMTaTa Ha JIMYHHUTE JaHHU U WHpopMarusara
3a MOTPEOUTENUTE U ceMericTBaTa

— MIHTEpBIOTA CHC CITYKUTEIN

— Huadopmanus, moanucaHa OT PBKOBOJUTEIS
Ha yciyrara

61) JKenaeumre na mos3BaT conuanHaTa yciayra
(pomUTENUTE/3aKOHHUTE  TPEACTAaBUTENN) ca
noanucany Jleknapanus 3a  cbIVlacue  3a
npeaocTaBsiHe U 00paboTBaHE HA JUYHU JTAHHU
3a nenurte Ha n3rotBsHeto Ha MOII n UIIILL

— llognucanu Jlexnapauuu

Kpurepwmit 6.2: [locTaBUMKDBT Ha coumanHaTa ycnyra apxvmBumpa AocueTaTa Ha notpeburenute u
M CbXpaHsiBa CbIMaCcHO U3MCKBaHUATA Ha BbTpeluHn npasBmna 3a apxmBupaHe Ha

nHdopMauumsTa.

HNupukarop

HN3TouyHnK Ha MH{( opMAaUs




62) BcuukM JOKYMEHTH c€ apxXuBHpaT IO
[IpaBuina 3a apxuBupaHe Ha UH(POPMaLUTA.

— [IpaBuuia 3a apXxuBUpaHe

— 3amnoBe], onpenensia cbetaBa Ha Komucus or
CIY)KUTEIM Ha Yyciyrata 3a apXdBUpaHe
cb0OOPa3HO BBTPEIHUTE MIPaBUIIA

63) Ilpomenypara 3a 3amMTa Ha JIUYHUTE JTAHHU
Ha TOTPEOUTEINTE ChIbPIKA YCIOBHSATA, BPEMETO

" p€aa 3a YHUIIOKaBaHC HA JIMYHUTEC JaHHU.

— IIponenypa 3a 3ammra Ha JTUYHUTE JAHHH Ha
noTpedurTenurte

CraHpapTt 7: Pabora c o6wjHOCTTA

PaboTaTa c 06w HOCTTa N CUCTEMHaTa KOMYHMKaL M Ha crneunanuimpaHaTa coumanHa ycnyra Ar
C MapTHbLOPW, APYMM AOCTaBYMLK, OAbPXABHWU U OBLMHCKK Cnyxbun, busHec, meamm, unTanuwa m
ApYrn OOMPUHAcHT 3a COLUMasHOTO BKAOYBaHe Ha notpebutenute B 06WeCcTBOTO.

Kpurepwmia 7.1: [locTaBUMKDBT NpeAocTaBs coumnanHaTa ycnyra A ype3 B3anMoaencTeue c Apyru
AOCTaBuMUM Ha coumanHu, obpasoBaTesiHW, 34paBHW, KYATYPHUM U APYrU YCAYrM U CHOPTHU

JNENHOCTM.

HNupukarop

HN3TouyHnKk Ha MH{( opMAaUs

64) Ycnyrute 3a MOTpeOUTEIUTE CE€ pealn3upaT
KOOpAWHUPAHO C JpPyrd  JIOCTaBYMIM  Ha
COI[MAIIHU YCIIYTH, OPTaHU3aI[UU ¥ HHCTUTYLIUH.

65) JlocTaBYuMKBT ChACHCTBA HA  BCHUYKH
MOTpeOUTENIM 3a JOCTHII JO JApyrd Gopmu Ha
MOJIKpena, ChoOpa3sHO WHIUBHAYATHUTE UM

MOTPEOHOCTU U JKEJIaHHUSL.

Hp OTOKOJIM OT MPOBCIACHU 3a

koopauHauus Ha UIIIT u neitnoctuTe

cperm

— Ilpernen na Ilporpamara 3a nmpemocTraBsHe Ha
ycayraTta

— UIIIT va notpeOutenute

Kpurepwit 7.2: [locTaBUYMKbLT Ha coumanHaTa ycnyra uMma paspaboTeHa M HanmyHa nHgopmaums
3a UenuTe Ha BBbHLUHA M BbTPeLlHa KOMYHUKaLWS.

CIIOCOOHOCTH U CTEIICHTA Ha Pa3BUTUCTO UM.

Nupuxarop H3Tr0ouHuK Ha uH opManus

66) HNudopmanmonnure Marepuanu,|— HWudopmanmoHHn wmaTepuand, HAJIWYHH B
MpelHa3HaueHU 3a OOIMHOCTTa, ca akKTyaldHW H|ychoyrata

ChABPKAT camooOoOmeHa wH(opManus 3a| Marepuani, TONXOSNM 33 IHIA  C
yeayrara. OTpaHUYEHUS B 3pEHUETO, ClyXa WJIM TOBOpa H
67) UWuadopmanmoHHUTE  MaTepuand  3al3a JUla C HHTEICKTYalHH 3aTPyIHCHUS
noTrpebuTenure ca B MOAXOAsl  Qopmar,

ChboOpazeH C BB3pACTTa, KOMYHUKATUBHUTE

68) Cnyxutenu, W  TPH  BB3MOXKHOCT
noTpeOUTENIM, MOTaT Ja 1OocoYaT MPUMEPH OT
CbBMECTHa paboTa ¢ OOmHOCTTa M JAPYTH
3aMHTEPECOBAHM CTPaHHU.

— Ilpu Hanuuue Ha cHOUTHUS U JeHOCTH

— IIpu BB3MOXKHOCT, UHTEPBIOTA C TOTPEOUTENN

— HpI/I BB3MOKHOCT, HHTCPBIOTA CbC CIIYXKUTCIIN

69) IlogpobHa nH(popManus 3a yciyrata (Leiau
Ha ychoyrata ¥ I@JIeBU TIPYNH, OCHOBHU
JeHHOCTH, OPTaHHU3ALN, CIICHAINCTH U JIp.) Ce
npenocTaBsi Ha opraHute mo HacousaHe (JICII,
o0npMHa) KaTo Hpd  HEoOXOIUMOCT  ce
aKTyaJ3upa.

— M3xondama noia
— HMHopMaMOHHU MaTepuand, HATUYHH B
ycIyrara

— HWuadopmanus, moanucaHa OT PBKOBOAUTEIS
Ha yciyrara




*

CtaHpapTt 8: ®MHaHCOB pecypc

[o6po dhrHaHCOBO ynpaBieHVe Ha cheumanusnpaHata coumnanHa ycnyra Ar.

(*) To3u cTaHgapT He ce npoBepsiBa, KoraTto
yrpaB/isiBa OT YacTeH AOCTaBYMK.

couymanHata ycayra W3USA0 ce uHaHcupa u

Kpurepwit 8.1: [JoCTaBUMKBLT Ha couManHaTa yc/yra nnaHuvpa W pasxoaBa (UHAHCOBUTE
CpeacTBa 3a MpefoCcTaBsiHE Ha coumanHaTa ycnyra [ 3akoHOCbo6pa3Ho, ePeKTUBHO, OTYETHO U

OTroBOpHO.

HNuguxarop

H3Tr0uyHuK HA uH opManus

70) TomumHUAT pa3Mep Ha CcpeAcTBaTa 3a
duHaHCHMpaHe Ha yciyrata € TIpuer OoT
OOUMHCKUS CBBET KaTO 4YacT OT OrojkeTa Ha
oOmMHaTa 3a BCHYKA COLUMAIHU  YCIYTH,
JIeTIeTUpaHu OT AbpKaBaTa ACMHOCTH.

— Pemenue Ha OOLIMHCKASA CHBET

71) ToguimeH miIaH W OTYET KbM ONpPENEIEH
NMepuojJ Ha CpeacTBaTa 3a (UHAHCHUpAaHE Ha
yciyrata 1o maparpadu cbriacHo EpunHHara
OropkeTHa  KilacHuUKaus 3a  ChOTBETHATa
TOJIMHA.

— bromkerna OnmaHka 3a pasmpeneisHe Ha
pasxoaute

— OTtuer Ha HalIpaBCHUTC pa3xou

— Mudopmanus, nmoanucaHa oT PBHKOBOJUTEINS
Ha yciyraTta

72) Pa3smepsT Ha pabOTHWUTE 3amjaTd Ha
CIyXUTEIUTEe ChOTBEeTCTBA Ha Hapenbara 3a
CTaHJApTUTE 3a 3alUlalllAHe Ha Tpyda Ha
CIY)KUTEIIUTE, OCBUICCTBABAIM JACHHOCTH IO
NPENOCTABSHE HAa COLIMAIHM YCIYTH, KOUTO Ce€
(uHaHCHUPAT OT AbP>KaBHUS OIOJIKET.

— [foumMeHHO ATHO pa3nucaHue

— BegomocTu 3a pa6OTHI/I 3alrjiaTv

Kpurepwui 8.2: NMpu NpunoXxnMocT, Ab/HKMMUTE TaKCK 3@ NON3BaHe Ha couwnanHaTta ycnyra A ot
notpebutenute ce cbbupaTt peaoBHO B onpeaeseHns 3a notpeburens pasmep u ca OTpaseHn B

cyeToBOAHATa AOKYMeEHTaUMA Ha AOCTaB4YMKa Ha

ycnyraTa.

Nupukarop

HN3T0YHUK HA HH( OpMaIUA

73) Pa3amepbT Ha chOpaHHUTE TAKCH HE HAAXBBPISA
pa3Mepa Ha AbIKUMUTE TaKCH.

— TakcoBa xHUTa

— Pa3x0ﬂ0-onpaBnaTeneH JOKYMCHT 3a BHCECCHaA
Takca

— Peructbp Ha motpedbutenute

74) TloTpeOUTENCKUTE TakCH ca CBOpaHH OT
nocraBunka Ha mnoHe 80% 3a mocneanute 12
Mecera.

— YcraHoBsBaHe Ha Opoit U pa3Mep Ha IBIIKUMHU
TaKCu

— TakcoBa xHuTa

Pa3xono-onpaBnarennu
BHECEHHU TaKCH

JIOKyMEHTH 32

— Peructop Ha moTpebuTenuTe

B. 0CTaBUMKDbLT Ha cneuyManusMpaHaTa couuasiHa ycnyra [lHeBHa rpwka 3a geua/nuua c
TpavHu yBpexaaHua ([N e Anb)>KeH Aa OCUrypm c/iegHUTEe CTaHAApPTU 3a KBanupukaumsa m



npodeCMoHasIHO Pa3BUTUE HA CJIYXUTENNTE,
npeaocTaBsIHETO Ha ycayrara:

KOUTO OCbLUECTBSABAaT A€MHOCTTa No

CraHpaprt 9: CTpykTypa n KBanndvkaumsa Ha CnyXxurenure
CneuvanmsupaHata coumanHa ycnyra [AF ocurypsBa Bb3MOXHO HaW-BMCOKO KayecTBO Ha

UOBELLUKUTE pecypcu,
HeMHaTa crneynduka.
Kpurepuia 9.1: [loCcTaBUYMKBT Ha couManHaTa

HeobxoaMMM 3a edeKTUBHO NpeloCcTaBsAHe Ha YycnyraTa,

CcbobpasHo

ycnyra ocurypsiBa [OCTaTbyHO Ha 6poit u ¢

HeobxoaMMaTa npodecroHanHa NoAroToBKa CIYXUTENN.

HNuauxatop

H3Tr0ouyHuK HA MH opManus

75) 3a BCHYKM TMO3MLIHMH UMa pa3pabOTeHH H
0JI00pPEHH UTHKHOCTHH XapaKTEPUCTHKU C — TIPU
PHUIIOKUMOCT BKJIIOYEHO 3aJbDKCHHE 32
cpaeiicTBre mo wi. 7 ot 33/1eT.

AKI‘yaHHI/I AITBXHOCTHU  XapaKTCPUCTHUKH,
noarnucaHu OoT pa6OTOI[aTCJ'IH " CIIYKUTCIIUTC

76) Haerute Ha TpPYIOB IOTOBOP CIHYKHTEIH
MO3HABAT JUIbKHOCTHUTE CU XapaKTEPUCTHKH.

- JIJTB)KHOCTHI/I XapaKTEPUCTUKU, IMOANIUCAHU OT
pa6OTOI[aTeJ'I}I U CIIY’)KUTCIIUTC

— MHTEepBIOTa CHC CITYKUTEIIN

77) B u3uckBanusATa 3a 3a€MaHe Ha JUTHKHOCTUTE
3a CIIY)KUTEIN Ca 3aJI0KEHU CIEeIHATHU YMCHUS,
KaTo:

— cnocoOHOCT 3a paboTa ¢ jAena/Iuna ¢ TpailHu
YBPEKIAHUSI M TEXHUTE CEMEWCTBA, CIOpPEN]
TEXHUTE CHEINPIKH;

- I[O6pI/I KOMYHUKAaTUBHU YMCHUSA U YMCHHUA 3a

pabota B ekull — B caMara yciIyra M Ipu
MEXIYUHCTUTYIIUOHATHO  CHTPYAHMUYECTBO H
B3aUMOJICICTBHE.

— JUTB)KHOCTHU XapaKTEPUCTUKU

— O0s1Bu 3a HaOUpaHe Ha CIYKUTEIN

78) Bcuukum HaeTH JMIla ChOTBETCTBAT IO
KBATH(UKALIMS HAa W3UCKBAHUATA, 3aJI0)KCHU B
JUTBKHOCTHUTE UM XapaKTEPUCTUKH.

— JIIB)KHOCTHU XapaKT€PUCTUKU, ITOJNUCAHU OT
paboTonaTens U CIyKUTEINUTe

— pr,HOBI/I J0CHUCTAa Ha BCUYKHU CIIYKUTCIIU

— HMueauBuayanHa roaMiiHa — OLEHKA  Ha
W3MBIHEHUETO Ha JUIBKHOCTTa 32  BCEKH
CITY’)KUATEI

79) NHTepBIOMpaHUTE CIY)KUTEIU ca 3amo3HaTth|— MHTepBIOTa ChC CYKHUTEIUTE

C HopMaTMBHaTa ypendba B cdepara Ha

CoOMalIHUTC YCNyrm W 3aKpwiaTa Ha

AeTeTOo, KaKTo U C ETMYHMA Koaekc Ha

pa60Teu.u4Te C Aeua u ETMyHMA Kopekc

Ha CNYXHUTENNTE, ocbLlecCTB4ABaLWun

AENHOCTU no npenocTtaBsiHe Ha

couManHn ycnyru.

80) IllatHOTO pa3mucaHue € 3ambJIHEHO Ha|— JJTBKHOCTHO IMIATHO pa3mucaHue:

0

MHHHMYM 75%. 0 OCHOBHH CHELNATUCTH: coluaJeH

81) JloCTaBYMKBT € OCHIypUJI  CICOHUTE| pabOTHUK/COIHATCH Te/Iaror/crernnaneH

KaTErOpHUM CIY)KUTEJIA B yCiIyrara: TeJ1aror;

a) CIeNUaJIUCTH — OCHOBHM CHELHAINCTH,
O TpH  HEOOXOAUMOCT, MPENOPHUYUTEIHH

HEOOXOAMMH 3a (YHKIMOHHUPAHETO Ha yciyrara,
U IPENOPBUNTEIHU CIEUATUCTH;

0) CIyKuUTenu, TPSAKO  aHTAKUPAHU  C

CTMEIHAIMCTH: apT TEepaneBT; TpPYAOTepareBT;
JIPYTH CHEIHUATNCTH ChoOpa3HO crenuUIHUTE
NOTPEeOHOCTH HA MOTPEOUTENUTE;




00CITy’)KBaHETO Ha MOTPEOUTETTUTE, U CIYKUTETU,| O  CIYyKHTENH, MPSIKO  aHTQXKHUpPaHU  C
MoJroMararm (GyHKITHOHHUPAHETO Ha| 00CTy’)KBaHETO Ha MOTpPEOUTENNTE:
coIagHara yCiIyru. JIeTeTye1a4y/acCuCTeHT/O0MHOTIeAaY;
0 npu HE0OX0IMMOCT, MOATOMaranm
CIY)KUTENIN | XUTUEHU CT; TO(PbOP/MOAIPHKKA
— [louMeHHO ATHO pa3nucaHue
82) MunumanHust Opoli 1O  OCHOBHHTE|— JITBKHOCTHO IIATHO pa3mucaHue

KaTeTOpUU CIYXKHUTENIN € choOpa3eH ¢ Opos Ha
notpebutenure B JI.*

(*) MunumaneH Opoii Ha nMIaTa, MOJI3BAIM
cornuanHara yciayra — 20, 1 MakcuMaseH Opoit
JUIa, MOJ3BalM coluanHara yeiayra — 30, B T.4.
5 MecTa 3a 3aMecTBalla TpUrKa 3a BCsKa yciIyra

— [louMeHHO ATHO pa3nucaHue

— KoedwumueHT 3a onpenensHe 4uCIeHOCTTa Ha
ciyxutenure (0,3)

83) Bcuuku ciyxuTenud ca ¢ peJOBHH JUYHU
37paBHU KHUIKKH.

— JInuHa 3apaBHA KHMXKKA — 3aBEpEHA 3a BCsAKa
KaJICH/IapHa ronHa

84) Bcuuku cioykuaTend — ca
IPaBOCIOCOOHHU 3a paboTa B yciyrata.

rogHu |

— MeauIHCKN TOKyMEHTH 32 BCEKH CITY)KUTEI —
IIpY NOCTHIIBaHE Ha paboTa

CBUJETCICTBO 3a CBINMOCT 3a BCCKH

CIIY)KUTCI — ITPU ITOCTHIIBAHC HA pa60Ta

— CpoTBEeTEH Ha MATBHKHOCTTa JOKYMEHT 3a
oOpazoBaresieH 1eH3

85) VYcraHoBsiBaHE TEKy4yecTBO Ha KaJpu 3a
nocienHuTe 12 Mecena — 1mo mo3uiuu u Opou.

- I[JTI))KHOCTHO IIaTHO pa3lrucCaHue

— Huadopmanus, moanucaHa OT PBKOBOJUTEIS
Ha yciyrara

- Hpernezl Ha CUCTOBOOAHHU HOKYMCHTH,
BCIOMOCTHU 3a pa60THI/I 3arjiatu Ha
CIIY)KUTCIIUTC

86) bpoiil ckIIOYeHN JOTOBOPH/CTIOPAa3yMEHUS 3a
HaeMaHe Ha JOM'BIIHUTEIIHU
CITY)KUTEJIH/CTIeIINATUCTH (hakTHUECKO
CHCTOSIHUE TI0 TTO3UIINHU U OpOii.

— Ha6J’IIO,I[eHI/Ie M OITMCAaHMC Ha CpCaaTra

- C‘-ICTOBOI[HE[ JOKYMCHTAIlU

— Mudopmanus, nmoanucana oT PBKOBOJUTEIS
Ha yciyrarta

87) Bcuuku chaykaTenM ca ¢ TOANMHCAHU
TPYIOBH JIOTOBOPHU/JIOTOBOPH 3a M3BBHPIIBAHE Ha
ompeneneHa  pabora/3a  TpelocTaBsHE — Ha
OTIpeJieieHa ycITyra.

— TpynoBu nocuera

88) OreHkata Ha CIYKHTEIHUTE CE H3BBPIIBA
BE/IHBXK TOJIUIIHO U OTPa3siBa LIEIUTE U MEPKUTE
3a TpodeCHOHATHOTO UM pazButue B I

— @opmynsp 3a olleHKa

— IIpouenypa 3a orieHka

89) PesynratuTe OT OLIGHKaTa Ha BCEKH

CIIY’)KUTCII CC O6C’B)KI[8.T JIUYHO.

— Iloamucan OT PBKOBOAMTENS U CIYXKHUTEINS
DopmyIisip 3a OLIEHKa

Kpurepwuit 9.2: lNpoleaypaTa Ha A0CTaBUYMKa Ha coLManHaTta ycayra 3a noadbop Ha C/yXUTenuTe
onucBa NMpoLecuUTe U HeobXoaAUMUTE AOKYMEHTU 3@ Noabop, HAeMaHe U CKIIYBaHE Ha 0roBOpU
CcbC cnyxurtenute (1 aobposonuure). Mpu NPUNOXKUMOCT, AOCTABUMKBLT NMpUBANYA B IEMHOCTTA

Ha ycnyraTa CTaXaHTu.



HNupukarop

H3T0unuK Ha uH opManus

90) Ilpouenypara 3a moadop ce cma3Ba IMpu
Ha3HAYaBaHE Ha BCEKH CITY)KUTEI.

91) OOGsBuTe 3a CBOOOJHM pabOTHHM MecTa
CHOTBETCTBAT Ha JUTHKHOCTHATA XapaKTePUCTHKA
3a BCSKA TTO3MITHSL.

— Ipouenypa 3a mo100p HA CIYKUTEIUTE

— MIHTEpBIOTA CHC CITY)KUTEIN

— Ilpernex Ha TpynoBW Jocuera — IMO3UIIHUH,
00sBM 3a paboTa, MPOTOKOIU OT MHTEPBIOTA C
KaHIUAATCTBAM 3a paboTa, JUIBKHOCTHH
XapaKTepPUCTUKH U JIp.

92) Ilpm  OpHIOKUMOCT, TOAOOPHT Ha
JTOOpOBOJIIM € B CHOTBETCTBHE C IHMCMEHA
poreaypa.

— Ilpu mpriIoXkUMOCT, TpoIleaypa 3a HaOupaHe
Ha 100pOBOJIIIU

93) [pu MPUIOKUMOCT, ¢bynkuuute,|— Ilpu NOpUITOKUMOCT, JOTOBOP C BCEKH
3aIBJDKCHUSATA U OTPAHUYCHUSATA ca pas3MHCaHM | 00pOBOIICIT

3a BCsKa 100poBOTYECKa TO3ULIHSL.

94) Ilpu mNPUTOKUMOCT, CHTpyAHHYECTBO c|— CKIIOYEHH  CHOpa3syMeHUs C  y4eOHU
y4eOHHM 3aBelICHUs 3a IMPOBEXKAaHE Ha y4eOHU|3aBeACHUS

CTaXXOBC€.

— I'padunu 3a craxxyBane

CtaHpaprt 10: PazBurue Ha cnyXxurenure

CneuvanmsupaHata couwnanHa ycnyra A npunara edekTMBHa cCuUCTeEMa 3a YynpaBfeHWE Ha
YOBELLKWUTE pecypcu C NoaxoAsin Mepku 3a npodecmoHanHa noakpena v JANYHOCTHO pasBuTume
Ha CNyXWUTenuTte nNpu yCcnoBus 3a yyeHe rnpes3 Lesns XWBOoT.

Kpurepwuia 10.1: [JocTaBYMKBT Ha couManHaTa ycayra ocurypsiea ycrioBus 3a npodecmuoHasHo

pa3BUTUE Ha CNYXUTENUTE.

HNuauxatop

H3T0uHuK HA MH} opManus

95) Cinyxutenure umar AOCTBHII O NMPOTPaMHU 3a
KBamu(UKauus U OOydMTENHU KypcOBE€, BKI. H
JUCTaHIIMOHHU, CbOTBETCTBAIM HA PA3MUCAHUTE

— Ilporpama 3a BBBEXJAL0 M HAATPAKIALIO
oOy4yeHHe Ha CIYKUTETUTE

UM 3aIbIDKEHUS u OTTOBOPHOCTH B

JUTBKHOCTHUTE UM XapaKTEPUCTUKH.

96) [Tpu HEOOXOUMOCT JNoCcTaBYMKBT|— CKIIOYCHH JTOTOBOPH 3a KBaJIW(PUKAIIMOHHU
OCBILECTBSIBA ~ MApTHBOPCTBA C  Pa3JIMYHH|KypCcCOBE

0OyYUTETHU OpTaHU3AIUH I OOYIUTEIH.

— ABTOOHMoOrpaduu Ha 00ydnuTENH

97) Cayxutenute B Yyciayrara ydacTBaT B
HAYYHO-TIPAKTHYECKU KypCOBE, OOMSHA HA OIUT
U/MIH T0OpY TTPAKTUKH.

— Ilporpama 3a BBBEXKIANO0 W HAATPAKIAIIO
oOydeHHe Ha CITy)KUTEIUTE

— I/IH,Z[I/IBI/II(yaJ'IHa OILICHKA HAa BCCKU CJIIYKUTCII

98) Hanmuyna mnporpamMa 3a BBBEKIANO U
HaJrpaxkaamnio o0y4eHne Ha CITY)KUTEIIUTE.

— Ilporpama 3a BBBEXKIAO W HAATPAKIAIIO
oOydeHHE Ha CIYKUTEIUTE 3a HacTosI@aTa
KaJIeHIapHa rofrHa

— I/IHI[I/IBI/I,[[yaJ'IHa OII€HKa Ha M3I'BbJIHCHUECTO 3a
BCCKH CIIYKUTCIT

— MHpuBuayanHu naHoBe 3a oOydeHHE Ha
BCEKH CIIY)KUTEI

Kpurepuia 10.2: [loCcTaBUYMKbBT Ha coumasiHaTa ycjlyra ocurypsisa BbBexaalm u



HaArpaxkaaliu/cneumnanmsmpandm obydeHmst 3a CyXutenure.

Nupukarop

HN3T0YHUK HA HH() OpMaAIUA

99) Bcuuky HOBOHA3HAYEHH CIHYKHUTEIH ca
HpeMI/IHaJ'II/I BBBCXK A0 06yquHe oT MI/IHI/IMYM
36 akameMUYHU Yaca.

— Ilporpama 3a BBBEXKIAIO W HAATPAKIALIO
0o0y4eHHE Ha CIY)KUTEITUTE

— ChouceKk Ha y4YyaCTHHIM M OOYy4UTENIH OT
MIPOBEJICHHU BBBEXJAIM 00yueHUs

100) Cnyxurenure ca HOpeMUHaIM IIpe3
nocieqHuTe 12 Mecema  cnenUaTUM3UpPaHO
oOy4yeHne OT MUHUMYM 24 akaJeMHUYHH Yaca (3a
OCHOBHHU CHEIHAINCTH, OCBILIECTBSIBAIIM
JNEWHOCTH TI0 PHKOBOJICTBO M TPEIAOCTAaBSHE Ha
COLMATHU YCITyTH, MPENOPbUYUTETHH
CHEIHAINCTH U CIY)KUTENHU, MPSIKO aHTaKUPaHH
¢ 00CTY)KBaHETO Ha MTOTPEOUTENNTE) U MUHHUMYM
12 akageMuyHHM 4Yaca 3a  CIYKUTEIHUTE,
MOIITOMAramy (GYyHKIMOHUPAHETO Ha
collMaiHaTa ycIyra.

JloKkyMeHTH, yAOCTOBEpsABAIM  YCHELIHO
NpeMUHaIN 00ydeHus (Hamp. cepTUPUKATH )

— IToumeHHO MATHO pasnucanue

101) HWHTepBrOMpaHUTE CIYKUTEIU I103HABAT
cBouTte [InanoBe 3a npodecnoHanHO pa3BUTHE.

— MHTEepBIOTa CBC CILYKUTEIIN

— WHpuBuayanHu IU1aHOBE 3a pa3BUTHE HA
BCEKHU CITYKUTEIN

102) PpkoBOAMTENAT Ha yciayraTa € MpeMHHA
npe3 nociueaHuTe 12 Mecenma IOHE €IHO
o0y4eHue, CBbP3aHO C yIPaBICHCKUTE (PYHKIIUU.

JIOKyMEHTH,  YIOCTOBEpSBAIM  YCIEIIHO
npeMuHaIN o0ydeHus (Hamp. cepTUuUKaTH )

Kpurepwmia 10.3: [JocTaBYMKbBT Ha coLMasiHaTa ycJyra oCUrypsiBa Ha CnyXutenure
npodecroHanHa nogKkpena 4ype3 HaCTaBHMYECTBO, MPynoBa v MHAMBMAyanHa CynepBu3ns.

HNupukarop

HN3TouyHnk Ha MH{( opMAauUs

103) Bcex HOBONOCTBITHII CITY)KUTEN O€3 OMUT B
CHCTEMaTa Ha COUMAIHHUTE YCNYrM WUMa
Ha3Ha4yeH HaCTaBHUK, onpeaesieH 3a
nepmnoag oT 6 Meceua OT paTtaTta Ha
Ha3Ha4aBaHeE.

- 33.HOBGI[ 3a OpPCACIIAHC Ha HACTaABHUK

— I{ocneTa Ha HOBOIIOCTBIIMJIA CIIYKUTCIIN 0e3
OIIMT B CUCTEMATA Ha COUAJIHU YCIIYTH

— MHTepBIO ¢ pHKOBOAUTENS HA yCIyrara

— IIpu npunoOXKUMOCT, HHTEPBIO C ONpPEAETICHUS
HaCTaBHUK

104) Cuyxutenute ca TNOpeMUHAIU TIPynoBa

CymepBHM3Wsi — Ha BCekd 3 Mecema (3a
nocnenaute 12 mecera).
105) Cnyxurtenure ca MpEeMUHAIN

WHIUBUIyalTHA CYNEpBU3UsS — OT BBHIICH 32
yciyrata CriennalucT — Ha Bceku 4 Mecena (3a
nociennute 12 mecena).

— I'paduik Ha cynepBu3nuTE

[IpoTokonu/oTUueTn
CYMEPBU3HOHHH CECUH

oT IMPOBCACHUTC

ABToOHMoOrpaguu Ha CHEHHATUCTHTE IO
CylepBU3Hs (HE3aBUCUMO JaId CE€ IpPeNoCTaBs
MPSIKO OT JIMIIE, UM OT BBHIIHA OpTaHU3aIus)

— JloroBopu ¢ BBHIIHM CHEHUAINCTH W/MUIU
JIOCTAaBYMIIH HA YCIIYTH 110 CYIIEPBU3US




B. [locTaBuYMKbT Ha cneuuvasiM3MpaHaTa couuvanHa ycsyra [lHeBHa rpwka 3a geua/nuua c
TpaWHM yBpeXXaaHua € AJTb>KeH la OCUIrypu ciegHUTe CTaHAapTH 3a epeKTUBHOCT Ha
ycayraTta c orsieq Ha NoCTUrHaTure pesysTaTu 3a imjaTta, KOMTo 1 NoN3BaT, B OTroBOp
Ha noTpebHoCcTUTE UM:

CraHpaprt 11: YnpassieHue Ha cnydan

CneunanmsampaHaTa couunanHa ycnyra Al opraHum3upa edeKTMBHO ynpaBfieHMe Ha cnydas 3a
BCEeKM noTpebuten cbobpasHO HeroButTe WHAMBMAYANHM MOTPebHOCTWN, pecypcu Wn XenaHus.
[JoCcTaBuMKbT OCUrypsiBa Yy4daCTUETO Ha noTpebutennte, TEXHUTE CEMENCTBA/3aKOHHU
npeacTtasuMTenn B rMpoueca Ha oOueHKa, nnaHupaHe, nMpeaocTaBsHE WM OUeHsiBaHe Ha
NOCTUrHaTUTE pesynTaTu.

Kpurepuin 11.1: [lpegocTaBsHETO Ha couwnanHata ycnyra A ce wu3BbpwBa CcbobpasHo
MHAMBMAyanHa oueHka Ha notpebHocTtute (MOM) Ha noTpebutenute, UHAMBUAYANEH MjaH 3a
noakpena (UIMM) n 3anoxeHUTe pe3yntaTt B CUHXPOH C lMnaHa 3a gehcteBme Ha ACM (B cnyuyan
Ha JeTe B pPUCK), KaToO rapaHTupa ydacTuve Ha notpebutens n gpyrn 3amHTEpecOBaHM CTpaHu
(poauTenn, 3aKoHHM NpeacTaBuTeNn U Ap.) B LUSAOCTHMS NpoLec Ha OueHKa M MiaaHupaHe.

HNupuxarop H3r0ouyHuK Ha uH opManus

106) Becuuku motpeduTenu ca mpuetu B yeayratal— [Ipomeaypa 3a mpueM Ha moTpeduTenu

cnopen IIpouenypa 3a npueM Ha motTpedUTenn. | WHTEPBIOTA ChC CITYKUTEIH

107) Beunukn HOII ca paspaborenn  ot|— MOII Ha moTpebuTenute
MYJITUIMCIUTUIMHAPHY €KUTIH, ChCTABCHU OT HE

- I[OKYMGHT, ommpeaciinl 4YJICHOBCTC Ha
IMO-MaJIKO OT ABaMa CIIY>KUTCIIN.

MYITUIUCHUIITIMHAPHHUA CKUTI

— HpI/I IMPUIOKNUMOCT, CTAHOBUIIA HAa BBHHIIHU
CIICOHNAaJIMCTH

108) MOII na norpebutenute ca paspadorenu u|— IIspsure MOII ca pa3paboTeHn BbB BB3MOXKHO
aKTyaJIM3upPaHu B CPOK. Hall-KpaTbK CPOK, HO HE MO-KbCHO OT 20 JTHH OT
HayajJHaTa JlaTa Ha 3asBsBaHE Ha KEJaHHETO 3a
MOJI3BaHE Ha ycayrata/lmprueMaHeTo (B ciydaid Ha
CIIEIIHOCT)

— MOII Ha moTpeOuTenuTe ca akTyaau3upaHu B
CPOKOBETE, OIpeeieHu B wi. 33, an. 3 uiau uJ.
34, an. 1 ot ITI3CY

109) 3a Bcuuku mnotpedutenu ca Hanmuuau|— MOII na motpebuTenuTe
HOAINHNCaHU HNOII oT qJIEHOBETE Ha
MYJITUIUCIUIUTMHAPHUS €KUNT U TOTpeOHTeNs
WIH — Tpd TPUIOKUMOCT — OT HETOB
pPOUTEN/3aKOHEH TPEICTaBUTeN (32 JIela).

— Ilpu Hamuuwe — MPOTOKOJIW OT IMpoleca Ha
00CBXKIaHe

Kpurepuia 11.2: VMMM, KOATO € Hepa3aenHa 4YacT oT [JoroBopa 3a MoJi3BaHe Ha couManHu yCnyru
Ha BCEKM noTpebuten, ce U3roTesl B CPOK OT MYNTUANCLUIMIIMHAPEH €KUM, C Yy4acTMeTo Ha
notpebutens/3akoHHMs npeacTaBuTen 1 otpasasa MOI.

HNupuxarop H3T0uHuK HA MH} opManus

110) Beuuku UWIIT ca paspaboreru  ot|— UIIII Ha moTpeOuTenuTe

MyITUAUCHUATUIMHApHAS exkun o MOIL — JIOKyMEHT, ONpENENSII WICHOBETE HAa

MYITUIACOUIIIIMHAPHHASA CKUII

— IIporokonu ot nmpoueca Ha u3roresgue Ha UIIII

111) UIIIT Ha noTpebutenure ca paspadorenu u|— [IspBute UIIII ca n3paboreHn BBB BB3MOKHO
aKTyaJIM3upPaHu B CPOK. Hall-KpaTbK CPOK, HO HE MO-KbCHO OT 20 JTHH OT
HayaJIHaTa J1aTa Ha 3asBsBAHC Ha JKCIAHUETO 3a




MOJI3BaHe Ha yclyraTa/mprueManero (B ciaydail Ha
CIEIIHOCT)

— WUIIT na notpebutenure ca akTyaau3upaHU B
CPOKOBETE, OIpeeieHu B wi. 33, an. 3 uiau uJ.
34, an. 1 ot ITI3CY

112) Crpykrypata u cbabpxkanuero Ha WIIII
OTrOBapsT Ha M3UCKBAHUATA HAa HOpPMaTHUBHATa
ypenda U Chabp>KaT KOHKPETHH, PEATUCTUYHH U
M3MEPUMHU LETN U PE3YIATaTH.

— Cpappxarenen npernen Ha Bcuuku UIIIT Ha
MOTpEOUTENHNTE

CpaBHuTeNEeH Tperiel Ha HPOU3BOIHO
n36panu UIII nHa mone 5 moTpedburenu

— MIHTEpBIOTA CBC CITYKUTEIN

113) 3a Bcuuku nDOTpeOUTENM ca HAIUYHU
MOAIMUCAaHU HIIIT ot YJICHOBETE Ha
MYJITUIUCIUIUTMHAPHUS €KUNT U TOTPEOHTeNs
WA Mpyd  TPHUIOKUMOCT OT HETOB
POJUTEN/3aKOHEH TPEICTaBUTEN (32 JIe1a).

— UIIII na notpeOurtenute

— Ilpu Hamuuwe — MPOTOKOJIW OT IMpoleca Ha
00CBXKIaHe

114) Ilpernenanute UIIII nemoHcTpupaT Bpb3ka
cbe cpoTBeTHara MOII Ha noTpebuTens.

— Ipernen na UIIII cbe crorBeTHH MOIT

115) 3a BcuukM mMOTpEeOUTENM Cca HAITUYHU
HoroBopu (c mpuioxeHu cwrorBeTHu WIII),
MOJAMUCAaHU OT JOCTaBUMKAa Ha Yyciayrata |

— Ilpernen na JloroBopurte Ha moTpedUTETUTE

[lpy  TPHUIOKHUMOCT, 3anoBen 3a
VITBJIHOMOIIIABAHE Ha CIY)KUTEN Jla MOJIKCBa

moTpeduTeNns W/Uad  OT  HETOB  3aKOHEH Tlorosopu
IIpENCTAaBUTET.
116) Crpykrypata u  cpabpkanuero  Hal— CepabpkareneH mnperien Ha JloroBopute Ha

HOFOBOPI/ITC OTTrOBapsAT Ha HW3HUCKBAHMUATA Ha

HOpMaTHBHAaTa ypenoa.

MOTpEeOUTENNTE

Kpurepuia 11.3: MpekpaTsaBaHe Ha NON3BAHETO Ha coumanHaTta ycnyra [ 3a notpebutenute

CTaBa cnopej ycsoBudaTa Ha Aorosopa.

HNuauxatop

H3T0uHuK HA MH opManus

117) 3a Bcuuku cioydan Ha MpeKpaTsBaHEe Ha
yciyraTta CbOTBETHUTE JOKYMEHTHU
(axryanmusupanu MOIL, UIIII ¢ npenopeku unu
Jloknaz 3a OLleHKa Ha TIOCTUTHATUTE PE3yNTaTH ¢
HpPENopbKH) ca NMPEeJIOCTaBEHW Ha HacodBals
oprat (JICII unu obumHa).

— U3xoasima noia

Jokmanum 3a oOIleHKa Ha IIOCTHUTHATHTE
pE3yNTaTH C MPENOPHKU — HA CIIy4aeH NPUHIIUI

118) Bcsko mnpekparsBaHe TMOJ3BAHETO Ha

yciyrata ce JOKyMeHTHpa.

— JloxymeHTH, ymocToBepsBald IpPEKpATSIBaHE
IIOJI3BAHETO Ha yCIIyrara

— Peructop Ha moTpebuTenuTe

CtaHaaprt 12: NMporpama v geiiHoCcTH

MporpamMaTa 3a NpefocCTaBsHe Ha cneyuanusupaHata coumanHa ycnayra LI,I'1 BK/OYBa Habop oT
AenHocTu, 6asupaHn BbpxXy LenuMTe Ha ycayrata UM o4YakBaHWTe pe3ynataTtu 3a notpeburenute.
MoTpebutenute nonyyaBat HeobxoamMMmaTa noakperna 3a caMoobCnyXXBaHe npu yaoBfieTBOpsBaHe
Ha eXeAgHeBHUTE UM MOTPebHOCTWN, KAaKTO M 3a pa3BUTUE Ha OCHOBHW MPaKTUYECKW YMeHus 3a
CaMOCTOATENHOCT, Ccbobpa3HO Bb3pacTTa, BuMAA Ha YBpPEXAAHETO W  WHAMBMAYyaNHUTE
ocobeHOCTH. YcnyraTta HacbpyaBa CoOLMANMHOTO BK/KOYBAHE Ha noTpeburenute.

Kpurepwmia 12.1: [JocTaBUYMKBLT Ha couManHata ycnyra opraHuMsaupa pasfiMyHu BUMAOBE AEMHOCTU



3a notpebutenute, cbobpaszeHn C TexHus wun3bop, KOUTO pasBMBaAT TEXHUTE YMEHUs 3a
CaMOCTOATENHOCT B MaKCUMasiHATE WM TPaHULM, KPEaTMBHOCT, COLMasHU BPb3KK, dusndecka
aKTUBHOCT © ap.

HNuaukarop H3T0unuK Ha uH opManus

119) Bcexu motpebuten ydactBa B rpynoBu|— HaGmromeHnue

JNCUHOCTH. — UIIII na notpeburenure

120)  Bceku  morpeOuTen  y4acTBa B

WHJIUBUIYaTHUA IEUHOCTH. — Cenvuanu rpaduim

Kpurepwuit 12.2: [1oCcTaBYMKBT Ha coLMANHaTa yc/lyra nocpella exeaHeBHUTE noTpebHoCTH Ha
notpebutenuTe u/unn pa3eMBa/noaabp)Ka HaBULM U YMEHUs 3a caMoobecnykBaHe (Hanp. no
OTHOLLEHWE HA BBHLUEH BUA, NIMYHA XUIMEHA, UHTUMHOCT, XMrMeHa npy U3Mosi3BaHe Ha ToasneTHa,
rpmxa 3a gpexuTe n ap.). JIMYHUTE U UHTUMHU FPUXK 33 NOTPEBUTENUTE Cca rapaHTUpaHu u
3alUTEeHN.

HNupuxarop H3r0ouyHuK Ha uH opManus

121) Benuku motpebutenu, Hamupanm ce kbM|— HaOmiomenwe — npexu, JuyHa XWTHEHA Ha
MOMEHTa Ha MpOBEpKaTra/caMoOoIleHKaTa B|moTpeduTenuTe
yciyraTa, ca B I00bp BBHIIICH BU/I.

122) Benuku motpebutenu ¢ HeoOxoaumocT oT|— Habmronenue
npuapyxaBaHe (Hamp. TMpu T[OJ3BaHE Ha

— WUIII na notpeburtenure
TOaJIeTHA, MUCHE, 00nyaHe, o0yBaHe, U Jip.) ca

MMOAKPCIICHHU. — Pel"I/ICT’bp Ha HOTpGGI/ITCHI/ITC

— MHTEpBIOTa CHC CIYKUTEIIN

Kpurepuit 12.3: [loCTaBYMKbLT Ha CoLManHaTa ycyra ocurypsisa XpaHeHe Ha notpebutenure B
3aBUCMMOCT OT MPOABL/DKUTENTHOCTTa Ha AHEBHUS UM NPECTON B ycnyraTta, TaxXHaTa Bb3pacT,
34paBHM NOTPEBHOCTH, HyXAa OT MoAKpena U NPeanoYuTaHnsaTa UM U/WK Ha TeXHUTE
pPOAMTENW/3aKOHHW NpeacTaBUTENN.

HNupuxarop H3r0ouyHuK Ha uH opManus

123) OO6cranoBkata B MecTata 3a XxpaHeHe e|— HaOmronenue m onmucaHue Ha cpejiara
cboOpa3eHa ¢ Oposi, Bb3pacTTa M KOHKPETHUTE
nOoTpeOHOCTH Ha TOTPEOUTEIHUTE.

124) HacbpueHOo € pa3BUTHETO Ha YMEHMS 3a
CaMOCTOSITEJTHOCT Ha IOTPEeOUTENUTE — Harp.
4ype3 ydacTME B NPUIOTBSIHE Ha XpaHa,
CepBHUpaHe, OTCEPBUPAHE U JIP.

125) Xpanata otroBaps Ha d¢usnonornunute|— [Ipeanucanu nuern
NOTpeOHOCTH 32 CHOTBETHATa BB3pPACT W
3a00J5BaHe.

126) ExecemMUYHOTO MEHIO C€ W3rOTBA C|— IIporokonu ot mpoBepku Ha P31
ydacTHe Ha IOTPEOMTEIMTe W OJ00psBa OT
PBKOBOJUTENS HA YCIyrara.

— Ce,Z[MI/I‘lHI/I MCHIOTa

127)  MeHioTOo  BKIIOYBA  pa3HOOOpa3Ha,
OamaHcupaHa W TIUTaTelIHA XpaHa, Karo
OCHUTYpsIBa 3[PAaBOCIOBHO W/UIU  JUETUYHO
XpaHeHe, CcbhoOpa3eHO ¢  (U3UOJOTHYHUTE
NOTpeOHOCTH OT E€HEepruss W XPAHUTCIHH




BCIICCTBA.

128) ExxecemMUYHOTO MEHIO € CchOOpa3eHo ¢
JIMYHUTEC MPCAITIOYUTAHU S Ha HOTp€6I/IT€J'H/ITC.

129) HHuTepBronpanuTe noTpeduTeNnu
NOTBBPXKJABaT y4acTHe B M300pa Ha XpaHa.

130) HNurepBroupanure notrpeduTenu
MOTBBPKAABaT YAOBJIETBOPEHOCT oT
IpeJocTaBsHaTa XpaHa KaTo KOJIMYECTBO M
KauecTBO.

- Ha6J’IIOIleHI/I€ " OIIMCAaHUC Ha Cpcaara

I[Ipu  mpunoxumocr, c

noTpeouTenu

MHTEPBIOTA

— Ce,Z[MI/I‘lHI/I MCHIOTa

131) Xpanara otroBapst Ha BCUYKM W3UCKBaHUS
U XUTHEHHU HOPMH, KaTO MPHU MPUTOTBIHETO U
MPENIOCTaBSIHETO W ce CHONI0JaBaT HOPMHUTE 3a
MpPaBUJIHO CBHXpaHEHHE Ha MPOAYKTUTE U
XUTHEHa Ha MPOCTPAHCTBATAa U MOMEILCHUSITA,
KOMTO ca B JIOCET C Hesl.

— HaGmronienue u onicanue Ha cpejiata

— CeqMUYHHN MEHIOTA

— [Ipotokonu ot nmpoBepku Ha OIBX

132) Bcuuku HyXJIaenm ce€ OT JUETUYHO
XpaHEeHe TMOTPEeOMTEeNnN MOodydaBaT AUETUYHO
XpaHEHE.

133) B [Ilporpamara 3a mnpenocTtaBsHEe Ha
yciyrata € ornpezeneH OposiT XpaHEHHS CIopeN
MPOIBIKUTEIHOCTTa Ha JHEBHUS TMPECTOM Ha
MOTPEOUTENIUTE B yCIIyrarta.

— Ilpu npumoxxumoct, 3amoBeAHa KHHTa (32
eKETHEBHO TpeOBaHe XpaHara Ha
OTpeOUTENNTE)

— Mudopmanus, noanucaHa oT PBKOBOAUTENS
Ha yciryrara

— WIIII na motpedbutenure

Kpurepwmit 12.4: [JocTaBYNKbBT Ha coumanHaTa ycJlyra rapaHTupa npveMa Ha neKkapCcTBEHU
NPOAYKTW OT noTpebuten, cnopes HeobxoaMMOCTTa - CaMO MpW HanuuMe Ha peuenTta oT Jsiekap.
JOCTaBUYMKBT MOAABPXKA B HAJIMYHOCT OCHOBHM NIeKapCTBEHM NMPOAYKTM 3@ OKa3BaHe Ha MbpBa
NOMOLL, MNPV CMELHN CbCTOSHMS U MeAMLMHCKO 06CnyKBaHe.

NpPOAYKTH OT TMOTpeOUTEeN ca pasnucaHud B
[Tpouenypa.

HNupukarop HN3TouyHnk Ha MH{( opMAauUs

134) OtroBopHoctTa U  aedctBusra Ha|— llpouemypa 3a cHabpasBaHe, CbhXpaHEHHE U
CILY’KUTEJINTE npu HE00X0IMMOCT OT|M3nucBaHe Ha JEKAPCTBEHU MPOAYKTH, KaKTO U
OCUTypsiBaHE Ha TIpUE€M Ha JIEKAPCTBEHM|3a TIpUEM Ha JICKAPCTBEHM MPOAYKTH OT

MOTpeOUTEN

— Jlocuera Ha noTpeOuTeNUTE

135) Becexu npuemM Ha JeKapCTBEHU MPOIYKTH OT
nOTpeOuTEN B yCIIyrata ce JOKyMEHTHPA.

— JlokymMeHT(1), ymocToBepsiBan(¥) HW3MHCAHU
JIEKapCTBEHU MPOIYKTH

136) OcHOBHUTE JIEKAPCTBEHU MPOAYKTH 3a
OKa3BaHE Ha IMbpBa IOMOII CE ChXpaHABAT Ha
CHEIHAIHO MSCTO, JI0 KOETO MOTpeOuTeNnTe
HAMAT JIOCTBII.

— HabmoieHne Ha MsCTOTO 3a ChXpaHSBaHE Ha
JIEKapCTBEHW MPOAYKTH M OHpEIeTeH pex 3a
nocTen g0 TAX (Hamp. B [lpaBunmHuK 3a
BBTPELLIHUS PeJl, 3aI0BEA U JIp.)

CtaHpapT 13: B3aMOOTHOLUEHUS NOTpPeburenu - CAyXXurenm

CneuvanumsupaHata couuanHa ycnyra Al ocurypsiBa yC/OBMS 3@ M3rpaxkaaHe Ha OTHOLUEHMUS,
OCHOBaHM Ha B3aMMHO JAoBepue, NpodecuoHasHO OTHOLWIEHWE W 3adyuTaHe M Cb3haBaHe Ha
npodecunoHanHn rpaHmum B obwysaHeTo. Cnyxutenute obwysat ¢ notpebutenute cbobpasHo
Bb3pacT, 0COBEHOCTM B KOMYHMKALUATaA U HUBO HA UHTENEKTYasiHO pas3BuUTHe.

Kpurepwuia 13.1: Chyxutenute n notpebutennrte Ha coumnanHata ycnyra A obwysaT B cpefa C
SCHMW MpaBuna Ha B3auUMOAENCTBME W MOBEAEHWE B rpyna, B KOUTO JIMYHUTE rpaHuUM W
0COBEHOCTKN Ca yBaXKeHM M 3a4eTEeHN.



HNupukarop

H3T0unuK Ha uH opManus

137) HHTepBrompaHUTE CIYXHTEIN  JaBaT
npuMepu 3a TMpaBWJIa Ha B3auMOJEHCTBHE
MOMEX/Ty CH U C IOTPEOUTETUTE.

— HaOmronenue

— I/IHTCpBIOTa CBhC CIIYXXUTECIN

138) Ilpu mnpunoxumoct mnorpedutenute|— Habmonenue

CHOAENAT MHEHME 32 BKMOYBAHETO MM M| ooy ppuowmMoct,  HHTEPBIOTA ¢

B3aMMOOTHOILICHUATA B IpyIara. MOTpeGHTE I

Kpurepuia 13.2: [locTaBUYMKDBT Ha coumasnHaTta ycayra paspaboTrsa v npunara Monntuka u

Mpoueaypa 3a AelCTBUE NpU NPOsiBa Ha HENPUEMIMBO NMOBEAEHUE OT CTpaHa Ha noTpeburen.

HNuaukarop H3T0ounuK HA uH opManus

139) locraBunksT nma paspadboreHa Ilomutukal— IlonmuTuka 3a jeficTBUE NpU NposiBa Ha

u Ilpouenypa 3a peilictBue mnpu NposBa Ha|HENPUEMIIMBO TMOBEIEHHME OT CTpaHa Ha

HEMIPUEMJIMBO TIOBEJCHUE OT cTpaHa Ha|moTpeduten

MOTpeOHTEI. — Ilpouenypa 3a pxeiicTBue Ipu MNposiBa HaA
HEMpUEMJIMBO T[IOBEJEHHE OT CTpaHa Ha
noTpeduTen
— IIpaBunHUK 3a BBTPELHUS Pe

140) HMma nucMeHH  JOKa3aTelICTBa, Ue P p pel

NOTpeOUTENNTE Ha ycilyraTa U TeXHHUTE OJIM3KH — VIHTepBIOTa CC CIy)KHTETH

ca 3ano3Haru ¢ [lonutukara u [lpouenypara.
— llpp  OpHIOKUMOCT, HHTEpPBIOTA €
noTpeouTenu

141) MWINI wa mnotpedutenute chabpxkat|— UIIII Ha moTpeOuTeTUTE

uHpopmMarus 3a mpoOIEeMHO MM CIEeUUPHIHO — VHTepBIOTA ChC CITYKHTENH

MOBEJCHUE, KOETO HMMa HYXKIa OT CHeluajieH

OTIOBOP. — llpp  OpUIOKUMOCT, HHTEPBIOTA €
oTpeduTeNN

142) TIpunoxenute mepku 1o Ilpornemypara ca|— Kuura/peructbp Ha HaJIaraHUTE MEPKH

PErMCTPUPAHH B CIICIHATHA KHUIA M JIOCHETO Ha| _ 116cpera pa moTpeGuTeuTe

MOTPEOUTENNTE.

Kpurepwuit 13.3: [JocTaBYMKBLT Ha coumanHaTa ycayra He AOonyCcKa npuiaraHeTo Ha Mepku 3a

du3nyecko orpaHnyaBaHe Ha noTpebuten.

Nupukarop HN3T0YHUK HA HH() OpMaAIUA

143) Ilpu BB3MOXKHOCT — crienupuyHo oOydenue|— MHTepBIO C pHKOBOAUTENS HA ycIayraTa

Ha CIY)KUTEINTE/00MsIHA Ha OTUT. — Jlpyru, manp. cepTHQMKATH, MPOTOKOIH,
3alucu

144) ExunHu/mHAMBUIyalHU cynepBusuu npu|—  Ilporoxomu/moxmanu oT IIPOBEJICHU

clyyal Ha  TOTpeduTenu ¢ TpoOJIeMHO|CylepBU3UHU

IIOBEJICHUE.

145) IlpunoxeHuTe MEpKU NPU HENPUEMIMBO
NOBEJEHWE Ca ONUCAaHM B JIOCUETO Ha

— Peructbp Ha notpedutenute




CbOTBCTHUTC HOTpe6I/ITCHI/I. _ I[ocneTa Ha HOTpe6I/ITeHI/ITe

CraHpaprt 14: NpaBa v 3akpwia

CneunanmsmpaHata couuanHa ycnyra [ cb3gaBa YCNOBMS 3a ChNa3BaHe Ha nMpaBaTa Ha
notpebutenunte, BK/OYUTENHO MNPABOTO Ha 3aKpuna Ha AWYHOCTTA. [OCTaBYMKBLT OCUrypsiBa
3awmta Ha notpebutenute OT BCSAKaAkBUM (opMuM Ha Hacwunme, 3noynotpeba u HebpexxHOCT.
JocTaBumkbT MHbOpMUpa U Noakpens noTpebutenute ga uspassiBaT MHEHWME MO BBMAPOCKU, KOUTO
M KacasiT WM TpesoxXar.

Kpurepuin 14.1: [locTaBuUMKBT Ha couWanHaTa YycC/syra MO3HaBa M Cha3Ba MpaBaTa Ha
notpebutenure.

HNupukarop HN3TouyHnK Ha MH{( opMAaUs

146) Beuuku CITYKUTEIIN no3HaBat|— IIporpama 3a BBBEXKIAO W HaAArpaXAalM
Konsennusra Ha OOH 3a npaBata Ha aereTo u|oOyd4eHUs
Konenmusra na OOH 3a npaBara Ha Xopara ¢

— MHTepBIOTa CBHC CAYKUTETH
YBpEXKIaHHUSL.

147) JlocTaBUUKBT € B ChCTOSIHUE J1a NpeacTaBu|— MHpopManmonHu Marepuaiu
JIOKa3aTelicTBa 3a 3audMTaHE Ha NpPaBOTO Ha
MHEHHe, U300p M 3auMTaHe Ha JIMYHOCTTA Ha
HOTpe6I/ITeJ'H/ITe IIpu IpeaoCTaBAHE HaA yCiIyrara. |— HpH IPUIIOKUMOCT, HHTEPBIOTA C
MOTpEeOUTENH

— MHTepBIOTa CBHC CAYKUTETH

— VIHTEpBIO C pPPKOBOJMTEIIS HA yCayrara

Kpurepwuit 14.2: [locTaBYMKBT Ha couManHaTa ycjlyra rapaHTMpa B MakCUManHa CTeneH
3aunTaHe IMYHOTO AOCTOMHCTBO Ha NoTpebutenuTe u 3awunTtata uMm ot 3s0ynoTpeba n Hacunue.

Nupuxarop H3Tr0ouHuK Ha uH opManus

148) HUutepBroupanute norpebutenu mnos3HaBaT|— [Ipouenypa 3a mojgaBaHe Ha  kauow,

[Ipouenypata 3a mojjaBaHe Ha *ajou. MpeJCTaBeHa IO JOCTBIIEH 3a MOTpeOuTeNnTe
HaYuH

— llpp  OpHUIOKUMOCT, HHTEPBIOTA €
MOTpeOuTENH

149) Beuuku noganenu B mocnennute 12 mecenal— Peructsp 3a sxxandute
ayiOu ca HaHeceHU B Peructup 3a xandure.

150) Beuuku noganenu B nocnenuute 12 mecenial— 3amoBen Ha pbkoBoguTens Ha [T 3a
Kanmbu ca pasmieaHd M ca  IpeUloKeHH | cb3naBaHe Ha Komucus

pemerns oT Komucnsra 1o xxanoure. — Jlocue 3a Besika xkai0a (omucaHue Ha xanbara,

MPOTOKOJIM W PEIICHHS OT 3aceJaHdus Ha
Komucwusra)

— Hoxnag Ha Komucusita 10 pbKOBOJIUTENS Ha
yciyrara

— OTroBop 10 *kandomnoaaresns

151) WurepBroupanute ciayxuTenu mno3HaBaT|— [Ipomeaypa 3a curHanu M JOKIa/JBaHE Ha
[lpouenypata 3a cuUrHamu W JIOKIaJBaHE Ha|ciaydyau Ha HacUJIMe

Citydan Ha HaCHJIHC. - Pel"I/ICT’bp Ha CUTHAJIMUTC U TAXHOTO PA3BUTUC




— MHTEpBIOTA CHC CIYKUTEIHN

152) HHTepBrowMpaHuTe  MOTpEOMTENH  ca
3all03HATH € MPABOTO CU Ha 3aIMTa OT BCIKAKBU
dopMu Ha HacuiMe U 310ynoTpeda.

[lpy  TPHIIOKHUMOCT,
MOTpeOUTENH

HHTCPBIOTA

153) TIlpu  HEOOXOOUMOCT,  CIYKHUTEIUTE
NpEeMUHABAT BEAHBK TOAUIIHO OOydeHHe 3a
3aKpuJja OT HaCHIIHE.

— YnocToBepeHue OT O0ydeHHUe

— MIHTepBIOTA CBC CILY’)KUTEIIUTE

— HMudopmanus, nmoanucaHa oT PBHKOBOJUTEINS
Ha yciyraTta

154) Ilpu peructpupanu ciydyau Ha Hacujue
yeayrata  JI' e ocurypuna HeoOXOAMMHTE
BBHIIHM  CHEIUAJIMCTH 3a OKa3BaHe Ha
IICUXOJIOTUYECKA M/MJIM COLMAIHA IMOAKpena Ha
noTpeOuTelN, KepTBa Ha HAcWiIMe, U ToBa ce
otpasssa B UIIIL

— PGFI/ICT’bp Ha CUTHAJIMTC U TAXHOTO PAa3BUTUC

3a

[IpoTokomu OT TPOBEOEHU CECUU

MOAKpena/pexaduinTanus

— UIIIT va notpeOutenute

155) Ha BuzHO MscTO € moctaBeHa MHGOpMaLus
3a HTJIJ] 116 111 u cnemma TenedoHHA TUHUS
112.

— Habmronienue Ha cpenata

Kpurepuit 14.3: [locTaBUMKbBT Ha colMasiHaTa ycjyra cb3gaBa YCNOBUS 3a U3CNYLLUBAHE
MHEHMETO Ha noTpebutenunte B Npoueca Ha NpeaocTaBsiHE Ha yCJlyraTa, KaTto rapaHTmpa, Je
M3pas3eHUTe MHEHUS Ha MoTpebuTennte HaMa Aa AoBeaaT A0 HeraTUBHM MOCNeACTBMUS 3a TAX.
JOoCTaBYMKBLT MOAKPENs y4aCcTUETO Ha NoTpebuTenuTe BbB B3EMAHETO Ha peLUeHUs Mo BaXKHWU 3a

TAX BbMNpoCcu.

HNupukarop

HN3TouyHnK Ha MH{( opMAaUs

156) MHeHHeTo Ha MOTPEOUTETUTE Ce U3CIIyIIBa
U 3a4MTa.

157) Ha mnorpebutenute cbC 3aTpyAHEHA
KOMYHHKAIMsl ca OCHTYPEHH BB3MOXXHOCTH Ja
U3pa3iBaT MHEHUETO CHU U Jla C€ 3alO03HasT C
B3CTHUTC PCUHICHU .

158) Ha mnorpebutenuTe, TMOCTaBEHU IO
3alpelieHe, ca OCUTYPEeHU BB3MOKHOCTH Jia
n3passaBart MHECHHUEC 10 BCHUYKU BBIIPOCH,
CBBP3aHU C MMOJI3BAHETO HA yCIIyraTa.

— HMOII Ha notpeduTenure

— UIIIT va notpeOutenute

I[Ipu  mpunoxumocr, c

noTpeouTenu

UHTEPBIOTA

— IlpoTokonu OT ydacTHe Ha MOTPEOUTETUTE B
EKUITHU OOCHKJAHUS 1O BAXKHU BBIPOCH Ha
JKUBOTA B yCJIyraTa, KakTo M OT JIMYHHU CPEIH C
OTTOBOPHUS 32 HETO CIYKUTEI

— M3mon3Banu MaTepuatu/moIxo1u

Kpurepuit 14.4: [1oCTaBUYMKDBT Ha couMasHaTa ycjayra TbpCUM aKTMBHO MHEHWETO Ha
noTpebutennte UM TeXHUTE 3aKOHHWM NpeaCcTaBUTENN NPU OLEHKA Ha U3Mb/IHEHMETO Ha
[MporpamMaTa 3a pa3BMUTME Ha KAa4YeCTBOTO Ha couWasHaTa ychayra.

HNuauxatop

H3T0uHuK HA MH} opManus

159) Pazpaborenu opmu/mMarepuaiu 3a ThpceHe
Ha MHEHUETO Ha MOTpeOuTennTe.

— dopmMu/mMaTepuanu 3a ThpceHE Ha MHEHHUETO
Ha oTpeduTeNnu

— HporpaMa 34 Pa3BUTHC HA KaUCCTBOTO

Ha
B

160) [Tone
YIOBJIETBOPEHOCTTA

€IHO
Ha

poyYBaHe
noTrpedurTenure

[lpu  mpuIOXHUMOCT, c

MOTpEeOUTENH

HHTCPBIOTA




PaMKHTC Ha BCCKH 12 Mecera. — HpI/I MNPUIIOKUMOCT, BBIIPOCHUOHUTEC Ca

alanTUpaHU 3a JIMIa C OrPaHWYCHUS B
3pEHHETO, CllyXa WM TOBOpa M 3a JIHIa C
WHTEJICKTYaJTHH 3aTPYIHCHUS

— Hammyna o0oOmena wuHQopMmamus OT
MIPOYYBAHETO

161) IIporpamara 3a pa3BuTHe Ha KauecTBOTO U|— ChbabpxkaTteneH mnperien Ha I[lporpamara 3a
FroanwHnat otdeT kbM AKCY oTpa3sBaT|pa3BUTHE HA KAYECTBOTO
NMOCTUTHATUTE pe3ynTaTm oT)

— CweabpxareneH mperiie; Ha o00oOmeHarTa
NPOy4YBAHETO HA YAOB/IETBOPEHOCTTA.

nHpopMaIus OT MPOYYBAHETO

— Tlopumen otuer ¢ o00oOmeHa HHpopMaIus
(xpM 31 mapt 32 AKCY)

CtaHaaprt 15: BzammogeiicTBMue n nogkpena 3a poagurenure/6nmskure Ha notpeburenure

CneunanmsampaHaTta coumanHa vycnyra A  B3auMogenctBa C  poAUTENNTE/3aKOHHUTE
npeacTaBuTeNIM Ha AeuaTta C yBpeXAaHus KaTo Bb3JIOXKUTEeNN Ha noakpenaTa; KoraTto ycayraTta
ce npeaocTass Ha MbHONETHM  Anua € yBpexAaHus, B3aMMOAeNCcTBMEeTO C
poauMTenuTe/3akoHHMTE MpeacTaBuTENM € KAaTo C NapTHeopu B noakpenaTta. Poautenute u
61M3KUTE, NpU U3SIBEHO OT TAXHa CTpaHa XKenaHve, Non3BaT nogkpena oT ycnayrara.

Kpurepuia 15.1: [JocTaBuMKbT Ha couManHata ycnyra npunara gopManHu n HedopManHu
noaxoAn 3a BKJ/YBAHE Ha poauTenuTe/3akoHHMUTE MpeacTaBuTenu B NpeaoCTaBsSHETO Ha
ycayrata npuv SCHM npaBuna 3a B3aMMOAENCTBME W CrnojefisHE Ha MHeHMe MO OTHOLWeHMe Ha
noagkpenara.

Nupauxarop H3r0ouHuK Ha uH opManus

162) [Iporpamara 3a mpenoctaBsiHe Ha yciyrata|— HaGmionenue

(Box Kputepuit 2.1) cpavpia moxxomure uf_ [Iporpama 3a mpeaocTaBsiHe Ha yciyrata (BUX

JIEHHOCTHUTE 3a MoJIKperna Ha Kputepuit 2.1)
POUTENINTE/3aKOHHUTE  TPEACTaBUTEIN Ha
HOTpeOUTENNTE. — MHTEpBIOTA CHC CITYKUTENHN

163) Ilpu wuzsiBeHo ot poautenurte/3akoHHUTE|— UIIIT HA moTpeduTenMTE
npecTaBuTeNn *kenanue 3a noakpena UIIT na

— MHTepBIOTa CBHC CAYKUTETH
BCEKM TOTPEOMTEN ChAbpXKa MOAXOAUTE H

JEHHOCTHTE 32 MOJIKPETa. — Tlpy  BB3MOKHOCT, HHTEPBIOTA  C
POIMTENNTE/3AKOHHUTE TIPEACTABUTEIN

164) HutepBrompaHuTe CIyXUTeIn JaBaT|— MHTEpBIOTaA ChC CIYKUTEIN
NpUMepU 3a oOpraHuzanus Ha HedopmaiaHaTa
KOMYHUKaIUs c POIMTEINTE/3aKOHHUTE
MPEICTaBUTEIN U 0OMEH Ha MH(POPMALIUS C TAX.

— Ilpm BB3MOXKHOCT, UHTEPBIOTA c
POIUTENNTE/3aKOHHUTE MPEJICTABUTENN

CneuuanusvpaHaTta coumanHa ycayra i Moxe Aa ce npeaocTaBsi CAMOCTOATENIHO MM
2
KOMMJIEKCHO CbC C/IeAHUTE COLMAMHN YCyru:

— MHOPMUpPAHE U KOHCYATMpPaAHE - KaTo obwoaocTbnHa coumnanHa ycnyra (npym A 3a nogkpena
Ha Aeua M TEXHUTE CEMENCTBA) M KaTO CrneuuranmimpaHa counanHa ycnyra;

3aCTbMHUYECTBO U NOCPEAHNYECTBO;

obwHocTHa paboTa;

Tepanust n pexabunutauus;

obyueHune 3a npmaobmBaHe Ha yMeHUs - KaTo obuwoaocTbnHa couwnanHa ycnyra (npu A 3a
nogkpena Ha Aeua W TeEXHUTE CEMENCTBA) M KaTo creunanusmpaHa counasnHa ycnyra;

- noakpena 3a npuaobvBaHe Ha TPYyAOBM YMeHMsl (3a MNnagexu Hag 16-roavHa Bb3pacT W
MbAHOMIETHN Nnua);



— acucTteHTcka nogkpena (ako A He ce npegocTaBs LEN0AHEBHO).

CoumanHute ycnyrm "gHeBHa rpwxa", "pe3mpgeHTHa rpmxa" m "ocurypsiBaHe Ha noacaoH" mnm
KOoMbMHaLUMS OT ABe OT TSX He MoraTt Aa Cce npefoCcTaBAT KOMMAEKCHO, Tbil KaTo U TpuTe yCayru
uMaT 3a uen 3a40BOosIsIBaHe Ha exeaHeBHM noTpebHOoCTU n ocurypsieaHe Ha 6e3onacHa cpeja 3a
notpebutenute n we ce aybnupaTt AeMHOCTM 3a noakpena, OCbLEeCTBSBaHM B Te3n CouManHu
ycnayru.

[JocTaBumMkbT Ha coumanHata ycnyra Al 3a pgeua/nvua Moxe ga npuBAWYa/BKIKOYBA B
OENHOCTTa Ha ycnyrata pgobpoBonum cbrnacHo paspaboTeHa OT AoCTaByMKa nporpama.
BkalouBaHETO Ha CTa)aHTW € cnej CK/A4YBaAHE Ha CrnopasyMeHuss Mexay JAocTaBumka U
CbHOTBETHUTE BUCLUM Y4ebHM 3aBeaeHus.

" Bk Kputepun 2.1

’ Mpy KOMNNEKCHO NpeaoCTaBsAHE Ha COLManHN YyCNyrn AOCTaBUYMKDBT MO CBOS NpeLeHKa Moxe Aa
paszpaborBa o06WwKn wanM OTAENHM nNporpaMu, npaBwuna, perncTpym W Apyrm [AOKYMEeHTM 3a
pa3nnMyHUTE BMAOBE couuanHm ycnyru. MNpu npunaraHe Ha noaxoga 3a o6WKM AOKYMEHTM 3a
BCMYKM MNpeaoCcTaBsAHM KOMMIEKCHO YCNAyrn cfeaBa Aa MMa SCHa wm pobpe CTpyKTypupaHa
MHdopMaLms 3a BCUYKN BUAOBE COUMAHN YCYTWN, KOUTO AOCTAaBYMKBLT NpefocTaBsl, KakTo U 3a
BCMYKM BMAOBE COUMANHM YCAYyrM, KOUTO BCAKO OT AuMuaTa Mos3Ba KOMMJIEKCHO OT eauH
AOCTaBuMK.

MpwnoxkeHue 9

kKbM yn. 10, an. 2 nun. 11, an. 5

AonbnHUTENEeH CTaHAapT 3a Aeua uauua ¢ arpecyMsHo u npobnemMHo noseaeHve,
BKJIIOUMT€JIHO ieLla C NcuxuaTpudHa AvarHosa B Kpusa

CraHpaprt A: [lonb/iHUTe/IHa noaKperna oT UHCTUTYyLuiTe

CneuvanmsupaHaTa coumnanHa ycayra naeHtuduumpa HeobxoamMMoCTTa OT M Bb3MOXHOCTUTE 3a
JOMb/IHUTENHa NoAKpena OT CTpaHa Ha cboTBeTHuTe MHCTUTYyuun (ACI, obwmHa, MeauUUHCKK
cneunanucTu, nedyebHn 3asegeHuns v gp.) B pabortaTta ¢ norpebutenn ¢ arpecuBHo M NpobaemMHo
noeefeHne, BKIKOYUTENHO Aela C ncuxuaTpudHa gMarHosa B Kpusa.

Kpurepwuid A. 1: JocTaBYNKBT MHDOPMMPA CHOTBETHUTE UHCTUTYLUN (MEAULMHCKM CNeLmanunucTy,
ne4yebHu 3aBefeHUs, yuynnuwa 1 ap.) U KoopavHupa AencTBUATa CU C TAX UM HacodBallmsa opraH
npu naeHTUdULMpaHe Ha AeTe/nuue C arpecuMsHO M NpobneMHO noBeaeHue, BKKOYUTENHO AeTe
C ncuxuaTpuyHa AuarHosa B Kpusa. [lpu HeobxoauMOCT, NneyebHOTO 3aBeAeHMe OoCcUrypsiea
NOCTOSAHHO HabnwaeHe Ha AeTeTo/nMuUeTo oT (AeTCKM) NCUXMaTbp UK XocnuTanmsaums.
UHavkaTopm:

1) PaspaboTeHa n ogobpeHa OT gocTaBuMKa nHameuayanHa lNporpama 3a paboTta ¢ noTpebuten ¢
arpecmBHO 1 NpobeMHO NoBeaeHue, BKIIKUYUTENHO AeTe C NCuxmMaTpuyHa AmMarHosa B Kpusa;

2) Otpa3seHa nHdopMaumsa 3a arpecnsHoO un npobnemMHo nosegeHune (kpusa) B MOM v UMI/UMM Ha
notpebutenute;

3) Mpn ApUNOXMMOCT, MUCMEHU CMOpPasyMeHUss C MHCTUTYLUUU W/MAn NapTHbOPU 3@ KoopAuHauus
Ha OEeNCTBUATa N OCUTYPSBAHETO Ha AOMbAHUTENHA NOAKpena;

4) MNMpoTOKONKM OT NMpPOBEAEHU CpeLLn, CbBMecTHa paboTa C MHCTUTYLUMUTE W/NAn NapTHBOPUTE;

5) MNpoueaypa 3a gencteme npu naeHTnduumpaHa HeobxogmMMocT OT pabota ¢ notpebuten(n) c
arpecmBHO 1 NpobieMHO NoBeaeHue, BKIIIOUYUTENHO AeTe C NcuxmMaTpuyHa AvarHosa B Kpusa.

CtaHpapTt B: lonbJ/IHUTeNIHU pecypcu

CneuvanmsupaHaTa couuanHa ycnyra naeHtmbuumnpa v npeaoctass AOMbAHUTENHUTE
MaTepuasnHu 1 YoBELLKKW pecypcun, HeobxoamMm 3a noakpenaTta Ha notpeburten(n) ¢ arpecusHO 1
npobneMHoO noBeaeHWe, BKAIOUYUTENHO AETe C NCUxmMaTpuyHa AMarHo3a B Kpu3a, B CbOTBETCTBUE
C TexHuTe cneunduyHn notTpebHocTw.

Kpurepuia B. 1: [loCTaBUMKBT OCUTypsiBa NOAXOAALLM NMOMelleHusl, obopyZBaHe, cpeaa,
TEXHUYECKM 1 MOMOLLHM CPpeacTBa u Ap.

UHavkaTopm:

6) NMa ocurypeHun nomelleHns 3a nHamemayanmsmpaHa m 6esonacHa noakpena (cnanHs,
CaHuTapeH Bb3esl, NMpuM Bb3MOXHOCT - MeKa CTas) 3a notpeburenure;

7) Ob6opyaBaHeTo u o063aBeXxaaHETO Ha MnoMelleHMsTa CbOTBETCTBA Ha crneuudukata Ha
notpebutenute;

8) Mpu HeobxoauMOCT, B ycJjayrata ca HaAWYHM TMOMOLWHW CpeacTBa, MpenopbyYaHn OT
crneumanucT;

9) Mpn HeOH6XOANMOCT, AOCTABUYMKBT OCUrypsiBa NOAXOASALLO NPeBO3HO CpeacTBo.

Kpurepuia B. 2: [10CTaBUMKbT OCUTypsiBa HEOBXOANUMUTE CIIYXKUTENN N AOCTHMA A0 CreunanncTu
3a noakpena Ha notpebutenute ¢ arpecuBHO U NpobaeMHO NoBeaeHNE, BKAKYUTENHO geTe C
ncmxmaTpuyHa AmMarHosa B Kpm3a, 3a KOUTO € HeobxoamM AombaBal, ctaHaapT.

NHavkaTopwu:



10) BpoaT 1 CbCTaBBLT Ha CAYXUTENUTE Ca OpraHM3upaHu ga ocurypsiBaTt 24-4acoBa rpuxka,
HabnogeHne, nogkpena v NpuapyXasaHe Ha geuaTa/nuuaTta - notpebutenu B ycayra 3a
pe3naeHTHa rpmxka n/win AHeBHa rpwxa, npeaocTaBsilia 3aMecTBalla rpmxa;

11) KBanundukaumsaTa Ha crneymanmcTmute CbOTBETCTBA Ha npoduna Ha notpeburenure;

12) OcurypeHa e noakpena oT BbHLHM CNeunanncTn - 4OroBopu, CnopasyMeHus u ap.;

13) JokyMeHTK/npoTokonu oT paboTaTa Ha CneymnanucTute, BKJIIOUUTESNTHO - MpPU HEOBXOAMMOCT
- (meTckn) ncuxmaTbp;

14) Mpu NpuvnoXuMocT, rpadmkbT Ha paboTa Ha BbLTPELHUTE M BBHWHUTE chneymananctn e
cbobpaseH C MnoTpebHOCTUTE Ha U rpwkaTa 3a noTtpebutenute C arpecmBHO M NpobaemMHo
noeBefeHne, BK/IOUUTENHO AeTe C MNCcuxmaTpuyHa AMarHosa B Kpu3a, 3a KOUTO e Heobxoaum
AonMb/Baly cTaHaapT;

15) Mpu HeobxoaAMMOCT OT XOoCMnuTanmsaums Ha noTpebuten B yc/iyra 3a pe3uaeHTHa rpuxa
AOCTaBUMKDBT OCUrypsiBa NPUAPYXUTeN Ha noTpebutens.

CTaHAapT B: lonbJIHUTE/IHA NoAKpena Ha CRyXXurenure

CrneuvanusmpaHaTta coumnanHa ycnyra maeHtuduumpa Heo6xoanMMocTTa U NpeaocTaBs
HaBpeMeHHa MoAKpena Ha CIyXuTenuTe.

Kpurepuia B. 1: []JoCTaBYMKbT OCUIypsiBa CBOEBPEMEHHA MOAKPena 3a CyXuTenute - oby4deHus
N CynepBusuu.

UHavkaTopm:

16) MNpoBeneHn NeprMoanMyHM U - NpU HEOOXOANMOCT - U3BBHPEAHW FPYNOBU N MHAMBUAYASTHU
CynepBU3NN Ha CNYXUTENUTe, NpefoCTaBsAHU OT KBanUdULUMpaHU CrneumanncTu;

17) TMpoBeneHn cneumanusupaHn obyyeHMs Ha ClAyxXutenute, 3a [a Cce OTroBopu Ha
naeHTuduLMpaHnTe cneunduyHm NoTpebHOCTM Ha noTpebuTtenure;

18) Mpn NpMNoXMMOCT, 06MsAHa Ha ONUT C APYrK YCnyru.

CtaHpaprt I': YnpaBneHve Ha pyMcKa M noaabp >KaHe KAa4eCcTBOTO Ha ycnyraTta

CneumanusmpaHaTa coumnanHa ycnyra npeanpuemMa LeseHacodyeHu AeNCTBUA 3@ OLeHKa Ha
pyCcKa U NoAabpXXaHe Ha KauyecTBOTO Ha paboTaTta B ycnyraTa.

KpurepuiaI'. 1. [JocTaBUYMKBLT naeHTUdMULMpPa BCEKN eBEHTYANEH PUCK, KOWTO AeuaTa/nvuaTta C
arpecuBHO M NpobseMHO NoBeAEeHNe, BKIIOUYUTENHO AeTe C NCUXMaTpUdHa AnarHo3a B Kpusa,
npeactaensaeaT 3a cebe cu unm gpyrute notpebutenu Ha coumanHaTta ycnayra, u paspabotsa
MnaH 3a 6e3omnacHoCT.

NHavkaTopwu:

19) MNpn HEO6XOAMMOCT, OCUTYpsiIBAHE Ha PerynsipHM MeauuMHCKK npernean ot cneumanucT
ncuxMaTbp M NoAKpena Ha ekuna B ycayraTa;

20) 3a BCSKO nuue/gete C arpecuBHo M npobneMHO mnoBeAeHue, BKIIOYUTENHO AeTe C
ncuxvaTpuyHa AvarHosa B Kpu3a, MMa NMCMEHA OLleHKa Ha puCKa;

21) 3a Bcgko pete/nuue e paspaborteH [naH 3a 6e30MacHOCT, B KOWTO Ca MOCTaBEHU
OOMBAHUTENHU CneunduuyHM Uuenn C ornes MNpeofosnisiBaHe/KOHTPONMpaHE Ha pucka U ca
niaHMpaHn obLWwm cTpaTermm 3a AENCTBME 3@ BCUUKU CITYXUTENN;

22) Bceku cnyxuten, paboTtell nNpsiko ¢ AeTETO/NMLETO, MMa Konue oT naHa 3a 6e30nacHoCT;
23) HannuHa npoueaypa 3a OBflaAsiBaHE Ha CMNELHM U KPU3UCHU CBCTOSIHUS Ha Aeua/nvua C uen
oBflaAsiBaHe Ha KpusaTa, nofobpsiBaHe Ha CbCTOSHUMETO Ha AETEeTO/NIMLETO U OCUrypsiBaHE Ha
6e30nacHOCT 3a AETETO/NLLETO N OKOJTHUTE.

Kpurepuin I'. 2: [JocTaBUMKBT M3BBPLUBA OLLEHKA Ha pUCKa B ycayraTa, KOMTO 61 Bb3HWKHaN npu
npveMaHe/HacTaHsiBaHe Ha AeTe/nuue C arpecuMBHO WM Npo6ieMHO NoBeaeHue, BKIKOYUTENHO
JAeTe C NcuxuMaTpuyHa AvMarHosa B Kpusa, u npeanpuemMa AencTBuUs 3a NpeaoTBpaTsiBaHe Ha
Bb3HMKBAHETO My W 3anasBaHe KayecTBOTO Ha yciyraTa.

UHavkaTopm:

24) Pa3paboTeHa M NpUIoXeHa NpoLeaypa 3a OLEHKa Ha pUCKa;

25) Pe3yntaTuTe OT OLEHKAaTa Cca HaJIM4yHN B MUCMEH BUA U CNYXXUTENUTE Ca 3ano3HaTu C Hes;
26) Wma paspaboTeH nnaH 3a npeaoTBpaTsBaHe Ha Bb3HMKBAHETO Ha pucKa, C KOUTO ca
3aMo3HaTV BCUYKN CIYXUTENN;

27) HacouBawuTe opraHy ca 3ano3HaT C OLeHKaTa Ha pucka.

(MpoavskaBa B 6poii 49)



