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CTIOPA3YMEHI{E 3A CbTPYAHI,ITIECTBO

MexAy Cro.nuqna O6rqnna E rparMaEcKlrre opraHrl3aqElr

3A nocmuzaHe Ha coqauTHa 3aKpuna u StdltoqSawe' qp$ coquulHu
ycltyzu

Hacmonuqomo cnopa3yi4eHue e p$ytmam Ha npeaosopu Jnelrcdy aua c paHume

cmpa u - ndpmHbopu: CmotuvHa o6u4uHa, npedcmaseHa om e'lrca I'Iopdauta (Daudtxoea -
fiiem, u dotynodnucaxume zpaucdaHcKume opzaHnaryuu, pa1omequ B c$ePama Ha

co4uatfiume ycttyzu Ha mepumopuema Ha codur. Cnopazyuenuemo e nod1omseHo om

paflomHa zpw, sknnusaula npedcmas metu Ha docma64uqu Ha coquanHu ycnyzu u

excnepmu, Ha3HaqeHa cbc 3anosed Nb COA17-PI91-47/30.01.2017 z. Ha K emo Hd

Cmotuqua o6uluua, sa da 6tdam adpecupanu, om edHa cmpaHa, cepuo3Hume co4uanHu

npeduseuxamencm*a 3a yr3nun'rume zrynu a CoQw, uo om dpyza cmpaua, da ce Hadzpadu u

pa3sue napmHbopcmsomo u ctsdade ocuoea 3a Ho6u ycnexu u do6pu npaxmuxu npu

denezupaue ynpaeleHuemo Ha coquattHu ycJtyzu, Koumo da doeedam do ycneuna couuanHa

3AKpUnA U UHmeZpA4Uz.

Crorl,rsHa O6ql+ra It ,4oxFloarlflcaHl{Te rpax,qaucKl'I opmxl't:a${B (xaprvaru no-

Harartr,,traprHLopure"),

Ocnoeaea ru ce Ha ttptlg l6n6e Ha paBeHcTBo, rPzD(AaHcKo y{acTl{e u coqranga-coJll{.4apHocT,

B6pXy KOHTO CneABa Aa Ce h3rpa)I(aa eoeKruBHa H 6JrI',BKa AO XOpaTa COqXaJIHa noJII'lrI'IK4

Bapea xu, ve flpeAosraBrrero Ha coqrl,Irlu]I ycJIyr]I, Kolrro fioao6prBar (aqecrBoro Ha xr{Bor

e upoqec, a He npoayrr H e npaBo 3a BceKI'I, l(orro I{Ma Hyxaa oT noaKpena,

IlosoaaeaiKu ce na KoHseHqI,t.Era Ha OOH 3a npaBara Ha,{erero, KongeH{nrra Ha OOH 3a

npaBaTa Ha xopaTa c yBpexaaHnr, HarIroHaJrHoTo 3axoHoAaTeJIcTBo, 3acsralqo npolleaypaTa

rro pa3KpHBaHe, y[paBreHlre, QruaucupaHe 14 Korrpon Btpxy coqr{alltr{lrre ycnyr}r' c

nprop*- 3axos :a couraJIHo rlo,{noMalaHe, 3axon :a 3aKPI'Ina Ha acrsrc' 3aKoH 3a

r.rHTerpar"(H, Ha xopara c yBpexaaHl{r, flo6pouo.rxa eeponeficxa prrMKa 3a KaqecrBoro Ha

coqrriulHrre yclyru, HacoXUre na OOH 3a UITepHaTllBHa 1-puxa, KIloqoBrrq IIpI1HIII{iII'I 3a

KarrecrBeHa paMKa 3a paHHo .4erclto o6pa3oBaHl'Ie !I lpfixa, Ao6plrre IIparrI'IKII I'l

[ocTrrxeHutTa Ha coquanHaTa cltcTeMa B cTpaHaTa,

Ptxoeodeuu om moea aa nocTErHeM 3aeaHo Hafi-ao6pr.rTe pe3y,lTaTU 3a y.[3BHMI,ITe fpyII]r qpe3

KaqecTBo Ha AI,I'lJIola, 'uofoBap,HeTo I-r npeAocTaBcHeTo Ha coq}IaJTHI,I ycnyfu c KarIecTBo Ha,II

MI4HI{MaJIHI,lTe :d3l,,]KBaH'l4g.,3aJIOx{eH H B HaIIUOHanHI',I CTpaTefUU }l aoKyr{eHTlr.

Ilpuena xu, rJe peanr43l,rpaHeTo Ha CoUI{aJIHaTa nOnI{Tr{(a Ha CTOIH,IHa O6rq}rHa S Ka'{eCTBOTo fi
Ha Aenerfipaq opmH e aKT Ha c6BI!'lecrHL y}Vll]:1.e LI CL'IpyAHUqeCTBO MeX.4y napTHLopHre L
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BGBJrFrar{e Ha BCEIIKL 3ar,tHTepecoBaHr,I srpaHr,r B npoqeca Ha oqeHKa Ha F}D(4rrre,
rrpeAocraBrHe Ha ycrynr.rTe r-r MoHHTopHHf Ha pBynTaTITe,

Pamosxaea t<u pon ra L 3HaqeHr4ero Ea CrorLIqHa o6uuHa 3a HanpaBeHlrre Ao MoMerra
cepl{o3Hl,I u}rBecTl,Iq[u B o6nacTTa na peoopMapanero Ha coq]rlurHriTe yc[ym Ea TepnToprrTa
Ha cTon uuaTa-

Ilpusnaea rcu polrrra I{ 3HarIeu[ero Ha Fpax,{aHcxlr, ceKrop B pa3Brrlrero n ocrD/prBaHero Ba
kaqecTBeHr.r ycJlyr 3a couuaJrHa 3aKpliJra H r.lHTerparlH, Ha yr3BlrMr,rTe rpynu,

3auuma rcu KrroiroBara pom Ha florpe6r,rrenrre Ha coquaJlHl,t ycnyrr{ & Texunre fipeAcrltBlrrenl,I
I(aTO aIffr,rBHU )'qaCTHr.rUU B nnaHnpaHeTo, KOHTpOna Btpxy KaqecTBoTo Il pearr,BHpaHcro Ha

Ha6op or ycnynr, Kolrro cbAeficrBar 3a rrxsoro aKruBHo yqacrl,re B o6qesrBeHu, xl{Bor t{
pa3Bn:rue Ha TexHrH IIEJIeH noT€Hr-ulzrn Ir [paB4

3uae ru, qe 3a Aa ce IIoBLTEu 6rarocrctoqH[ero Ha re3u, Koltro ce H]rr(Aa.f,T or noArpena, ca
Heo6xoAr,rMr.r o6qn l.r eIr.rHHu yoan fl Ha Bcr-rsKr.t aHru(fipaHr,r B npoqeca npoifecuoaalucru,
IpaxIaHcKu opmHIJ3aI.Ifiv. u vrllcTLrrfnl]ili,

Momueupaxu la pa3Bufl-t ,(o6puTe npaKrr4(r.r, Kor,rro
norltrl4ru{Te Aa o6tpHar flp]topr{TerHo BHHMaHT{e

HerrpeKbcHaToTo pa3BLITI,Ie Ha KaqecTBoTo r{ pa3xoaHaTa

couuanHa ycnyru,

qe [oMorHar na pa.:pa6oraaqure
Ha raHBecTI.lup[,ITe, HacbpqaBalqu

e$ern BHocr Ha rrpeAocraBrHero Ha

)

U UIW RATO OECb,qruQ HEOEXOII,IMOCTTA or *rpyzgr{qecrBo,

flo4nucaxa u upuexa cJleAgoro cflopiByMer{}re 3a cbrpyAuuqecrBo

I. IPEAMET HA CbTPY.{HAqECTBO

tlres I
I-{erra ra EircroflrqETo clTpyAHraqecrBo e Aa flocrr,rrue o6eAllHetl,te Ha rro3uqr,[r n pecypcn sa

peaJII{3I.tpaHeTo aa rpafitra LI BI{coKo eQernnrua coqflanHa noJrl{rl,rKa 3a rrpeBeHrlr,t,r n 3ar(puna

Ha ys3BI,IMOsfTa I,I COqfia,'IHaTa ItOjIaIIH' Ha Teprropurra Xa c'ro;rruHa o6qr,rua xato ce:

1.1. Hag1.a4x'r yctnwna Ha IIAPTHBOPIITE aa parautue Ha AefiHocru 3a flo-ycfleuHoro
crBMesrHo npeAocraBrHe Ha coqfiaJrHl, ycnyrfi, pa3BrrrHe Ha HHoBauuuIl ycrofiqr.rBH MoAerr 3a
couHanHa noAKpena;
1.2. nognoMorue E Hactpqr MecrHara coqrraJrHa floJrlrr Ka 3a AoroBaprHe u Ae:rempaHe Ha

coqfianHr,rre ycnylfi c IIeJI noB[{rxaBaHe Ha TD(HoTo KaqecTBo flpn crla3BaHe Ha flpr.rHrlr,rflr,rTe 3a
npo3paquocr E ny6nfi,{Hocr B npoqeca Ha B3eMaHe Ha peureHur;
1.3. c63aaae o6qo r.r ,cHo pa36rlpaHe 3a ponrra Ha IAPTHbOPIITE u 4pyrra
3aaHTepecoBaHr.r cTpaHL BKJIloqHreJrHo 3a coquaJrHo npeanpHeMaqecTBo H noBrarlaBaHe Ha

o6uecrBeHara ocBeAoMeHocr qpe3 Ao6po yflpaBneHr,re t.t npo3paqHocr B AeficrBHrra;
1-4- ffoJrarar cbBMecrru ycunvfl 3a pa3Br.rrr{e na npoQecuoHa;rv3Ma Ha pa6oreulure a
coIrHaJIHara cQepa tr 3a noJlyqaBaHe na o6'recrgeuo npH3HaHHe 3a [oJroxeHr{Te yc;ruu.tr. n
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[ocTHrHaTU pe3yJITaTE;

1.5 noguurr,r (aqecrBoro Ha BcHqI<H cour4anr.ru ycnyrh Ha reprrropurra Ha cToJrxr{Ha o6rquHa.

Iltes2
Crpaullre ce cnopa3yM.[Bar ga pa6orrr ctBMecrHo r,r B HenpeKbcHa.ro asauvoaeictst,te,
IAPTHLOPCTBO, KOOPAI,IHAIII,IJI I,t KOMYH},IKAUH' ME)I(AY BCI'qKH 3AIHTEPECOBIIHI,I CTPAHIN B
H3nEJIHeHr.re Ha ue;lrre no rllen I.

tLren 3. B par',rxrre Ha cBoero ctrpyaH[qecrBo, tIAPTIrboPIrrE qe cu saaurao4eficrrar upu
pealu3HpaHe x r{3nLJrHeHr4e Ha cJre.qHr{Te npflopHTeTr.r:
3. I . llsrpaNaaHe xa o6qa Bu3us, 3a norpe6aocra.re or coqxzurur4 ycnlrr,r, no,ryoAl B
coqrraJlHa'ra pa6ora, crparerur,r 3a yrrpaBneHue Ha coqnaJrHr.rre ycn),rx t,t [pxHrlrrnfi Ha
npeaocTaBrHe.
3.2. .flcao peraauerrrparre Ha MexaHr,l3Mrfle 3a AoroBaprHe, .qenerupaHe H [aprHEopsrBo.
3.3. BrsexAare Ha Mexagr.r3Mr.r 3a flnaHr,rpaHe, peanLgr4paqe I{ Moglmoprttr Ha cou,raJrHara
noautnra sa Croltvxa o6rquna.
3.4. Ocrrypxraue Ha fipo3pa'{Hocr r ny6auuHocr B npoqeca Ha B3eMaHe Ha perneH[r,
oTHacrq ce ,{o peueHr.r, 3a peann3HpaHe Ha cou}IiurHaTa noJr[Tr,rKa.
3.5. Parsr,rrge r,r BHeAprBaHe Ha cncreMa 3a KaqecrBo Ha couuarHlTe ycnyrr,r Ha repr,rropH.flTa
sa Croluura o6quHa.

Ifnes 4
Bcxra e4aa or crpaHlme, y.rasrBaiKn B ToBa cnopa3yMeur4e ce 3a,[6nxaBa Aa )AacrBa B:
4. l. Pa:pa6oruane n npr araHe na rcelr rlopuar :a Ar.ranor r4 cbrpy4rfisecr.Bo.
4-2. Ocwrypxsute ua o6uen ua uHQoprvraqna cro6pa:no karraqurrera n cneur,rrlrxara Ha
Aefisocrra uu.
4.3. flo44lpNarie Ha [ocrorHHa KoopAr.rHaun r,r KoMyHr.rKaur,u c BcHrrKrT 3llr,rHTepecoBaHu
cTpaHx, yqacTHr{ryr B [poueca Ha npeaocTulBrHe Ha coqEaJrHr-r ycn]Tn, qpe3 ocr{ryprBaHe Ha
He[percbcHaTa eKc[epTHa [oaKpena.
4.4. Oxa:saHe Ha cr4eictrue npa peaurr3r,rpaHe Ha r.t3cJreABzrur,r, I,t [po)ABaxlir.
4.5. florry:rxprarnpaHe Ha [ocrr,rrHar]rre peynraru r,r rrpceHe Ha pertrenr.rr 3a [peoAoJrrBaHe Ha
863Hr.rKHZlJrH TpyAHOCTr.t.

4.6. Pearu:npaae Ha rpyrE Qopur.r ta clrpy.luuqecrBo.

II. OCHOBHI{ AEoUHVII\I4U I,I [PI4HIII,I[[ HA PAEOTA

tl.ren 5

Coquaaxure ycJtyfv ca r",Il ycryrr, Kol.tro Iz3nbJIHrrBar npeBaHTr4BHa poJL I,I cnoMarar 3a
coul4arHoro c6luxaaalre, u3pa3fl.Bar ce B flpe,{ocraBrHe Ha nepcoHarn :a3upalo cr4eficrane a
fioMorq Ha coquanHoro npuo6rqaaaue H 3aulura Ha ocHoBHr{Te npaaa. coryraauure ycnyf[ ca
Iefinocru B noaKpena Ha ru\ara 3a coqltajlHo BMtoqBaHe H caMocrorreneH HaqLIH Ha xlrBor,
Koaro ce ocHoBaBar Ha coquar'rHa pa6ora u ce flpeaocraBsr s o6qHosrm s B c/,;rc\uur]1L3upa1L4
r,.IJCTtfry:'Jx],, cOUUa,rnrre ycnyrr Bxfior{Bar 4efiHoc'ru, qpe3 Kot ro Ha 3acerHarrr-re Jruqa ce
aaBa B63MOXHOCT 3a nEJrHO peiiHTerpHpaHe e o6ulecraoto. Tesn ycnJ,ru r,rMar aonEJrBarra H
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noMoI[Ha Qyr*ul,lc no-cneqrlanHo crlp{Mo pon.,ITa ga ceMetrcTBara B apr,rr(BTe aM 3a HaE-
MraAI{Te LI Haft-B63pacTHrare qneHoBe Ha o6qecrBoro. Yclyrrare BKJrIoqBar aefiHocrH 3a
r,rr{Terprpaue Ha Jrr,ruara c .qrnrorpafiHr.t 3ApaBocnoBHH npo6,relru HnH yBpex,(ariHr.

Coqralrnre ycnynr ce npeAocraBrr cr,c cne.qHr{Te cnequQrrnl,r uenfi:
T TOBA CA YCNYTIT 3A XOPATA, CBIAAEHI,I AA 3A.(OBOJI,f,BAT XI,I3HEHO BII'KHI,I qOBEItrI(I,I

norpe6uocrra, E no-Kour(perHo uo,rpe6nocrure xa norpe6rre:iu B yf,3BEMo [onoxeHue;
. Te ocrr,?rBar 3aqrrra KaKTo or o6rqx, TaKa r,t or KoHKperHn pr.rcr(oBe Ha xxBora r{ rloMarar
nplr nrrqHu npo6JreMn r{n Kpr.rsH;

. Te c6lqo floMarar Ea ceMeficrBara, B eAHH KoHTer(cr Ha npoMeuqu ce caMeftHH MoAenr,
rroAr(peflrr n] B rplnxETe 3a MnaAure r,r B63pacrrMTe rrJreHoBe Ha ceMeficrBoro, KaKto tl 3a
xopaTa c yBpexaaHr,tr, r.r KoMneflcupaT HeaocTaTBr{ra a cetreficTaa.ra;
. TE CA OCHOBHI' T,IHCTPWETTH 3A CIXPAHJIBAHE HA OCHOBHI,ITE qOBEIIKI,I IPABA H HA qOBEITKOTO

4ocrofitcrso;
. Te r{Mar [peBaHTnBHa poJL r4 poJul 3a coq]IaJIHo c6nuxaBaHe, Kor,ITo ce oruacrr 3a rrulom
HacejIeHI-Ie, He3aBI,tcr,IMo or 6naroctcro.[Hlrero IrnE ttpm(oAlfre;
. T€ AOIPITHACf,T 34 HEAI.ICKPI,IMI,IHAUH.I, PABEHCTBO HA NOIOBSTE, NPEANA3BAHE HA qOBEIIIKOTO

3ApaBe, IIOBr4InaBaHe Ha CTaH.qapTa 14 KaqecTBOTO Ha Xr{BOT U 3A OCUryprBaHe Ha eaHaKBIE
B63MOXHOCTI,I 3A BCITIKI,I, I(ATO IIO TO3I,I HAqI,IH YBCJII,{qABAT I.IHAI.IB}IAYZINHI' KAN'IIII,I'IET 34
nbJrHOlIeHEO r{acTr,re B OoUecTBoTo.

9,r. 6
B par'mlrrc Ha cBoero ctTpy.qHlrlecrBo, CrpaHurc cJre.[Bar cJreAHr.rre o6ql,t npuHqxnt,t npu
rrpeAocTaBrHeTo Ha coqlraJrHr.tre ycJ'rytx:
6.1 . Ha,ruqnocr: IIAPTHbOPUTE lqe pa6mrr 3a oclrryprBarre Ha Ba3MoxHo nafi-6rpr
aocrbn ao mr{poKa mMa or coufizr,'rHH ycnyrlr, TaKa ue Ha norpe6u.reJrr{Te_ aa ce npeaocraBrr
c6orBer!{L rra rexHl{re norpe6Eocrl.t perrleHlxl, xotaro roBa e Bb3MoxHo, Karo I,IM ce AaAe
Bs3MoxHocr 3a rt6op cpeg na6op or ycnyru B pruKrrre Ha o6qHocrrd, Ha Mrcro, Koero e
B63MOXHO Hafi{naronpHrrxo :a norpe6rrerHTe, H, (oraro roaa e qe.necto6pasHo - 3a rexHr.rre
cetrrefisrsa.
6.2. flocrsnnocr: coqr{anHr,rTe ycryru cne.qBa la 6ul,ar opraHr.r3xpitgr,r tro necHo AocrtneH
Haqr.rH 3a Bcr,rqKl,t, Kor.rro 6nxa :,1,uatu Hyx.qa or rsx. 3a scr4qK,r norpe6arelu cneaBa Aa ce
oc[rypr AocrbII Ao llurpopruauu-a u 6esnpumpacrnH c6Berr,r orHocHo raMara HaJr]IqHr,r yc,tyrpt tl
AOCTaBqI{qI,l Ha y C nyl]fi .
6.3. EngunnAya-,reH rroaxoa: Coqnaaurre ycnyt, cneaBa ra orroBapflT HaBpeMeHHo I{ tto
rrBKaB HarraH Ha [poMeHJrqr.rre ce no.rpe6uocu.r Ha BcrKo orAerHo nr{ue, c ueJr ga ce no4o6pr,r
KaqecTBoTo My Ha Xr,rBOT, I(aKTO X .qa Ce OCUryptT paBH[ B63MO)|(HOCTr.I.

6.4. Bceodxsargocr: coquaamlre ycnyrlr cJreaBa aa 6r4ar sauac,reur4 H rrpeaocraBeul{ tlo
sceo6xgareH Haqr{E, orpa3f,Bau MHotocrpaHHrre notpe6uocru, cnoco6socru ti
flpeAnor{ttraHr,r, Ha norpe6urelure H! Koraro rosa e uerecr,o6pa3Ho - Ha rexHr,rre ceueficrga I
Ha nr{qara, rronamlqr rpfixtt 3a rrx, u qen ll1 Aa loao6pu r:.rxaoto 6laroctc.ro.arue.
6.5. Henperrcnatocr: Couaa;riruTe ycjrlru cneaBa aa 6raat opraHr.r3rpalHr,r rara, qe aa c€
fapaHTr,rpa HenpeK6cHaTo npe.4ocraBrHe Ha ycJrytHTe npe3 qenH, nepuoa Ha c6rr{ecTByBaHe Ha
noTpe6uocrare fi no-cneullarHo Kofaro ce qe,'I[ aa ce orroBopl,I ua uorpe6noctu, cBbp3aHI,I c
pa3Brzrr.Iero, r.rrl,t AtnrocporlHIl norpe6uocru, clrjracHo rroAxo.q, ocHoBaH Ha xr,BHeHLIlI rIlI(Bn,
xofi'ro gara ua noTpe6urelure B63MoxHocr ra pailqr4Tar ua na6op or rrocrorurll H

)
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He[peKScHarH ycnyr]r, I€To ce 3anoqHe or paHHa HaMeca, ao noaKpena n npocJlearBaHe, Karo

c6rrleBpeMeHHo ce H36.snBar B63MoxHr.Ire orpl,IuarenHH Bb3,EefiCTBHt OT npeKPartBaHCrO Ha

npelograB.c HeTo Ha ycnymra.
6.6. Opnernupanocr KbM pesyrrara: cour4anHxre ycnyru cneABa aa 66aar cbcpeaororlesa

npeInMHo Bspxy flon3rTe :a noT pe6rme.nrte, Karo ce BeMaT npe.(Bl{A, KotaTo e

rlenec6o6pa3Ho, noJr3l,Ire H sa TexHlrre ceMeficrBa, Henpo(beclroHaflHH 6olHorneaa'IH u

o6rqHosrra. Kpafirurr pByJITar e rlocrHrHara aBToHoMHocr Ha KJII{e}[a Ha colduanKu yutylu
'ruKa, qe l.Ifr,tr yclemHo aa pealru3upar cBo.f, ITbiIeH noTeHqxar 6es nouoEra Ha cI',IcTeMaTa 3a

3aKpr{na

6.7. Ilpeaexqur rra llrrcruTyrlrrouanIr3arlrrcra rl [peKparfBaHe Ha lrncrrlryll[ouaJtnara
rpltxa Kam IrpaRTIlI€: npeLIMyIIIecTBeHo ce pa3BLIBaT COUI,IaIJIHI,I yony']l B O6qHOCTra, n CaMO

npH L|3KJIIOqUT€IHr,I Iry)I(Alr, KOI,ITO He Morar Aa 6tAa',r yAOereTsopeHl,r no apyr anTepHarHBeH

Haq[H ce pa3Br,rBar pB]ue] Hx ![opuu na yc,{yrE. B reslt c,[yqau pe3u.qeHTHure ycnyrH ca

fip[oprreTHo 3a KpaT'6K rlpegrofi I-Urfl oyHKIIIrOHI,lpaT 3a BpeMeBIr [ep]Ioa, 3a Kofim

O6quncxara a.qMuuxcrpaulu HMa BpeMe aa rroarorBl,t lI pa3rplre csorBerHl{Te ceuefiuo-
6arupana Qopux xa rplrxa.

{.rea 7
Coquarrnurc yc.ryru ce flpeaocraBrr npl{ cIIa3BaHe Ha cneaHnre npfiHl['Im{ 3a KaqecrBo:

7.1. [nanns,ryarxu Ir HHTerplpau[: 3a .ua orroBaprr ua unoro6poftrl e ]rHAtlBnAyanHI'I

fiorpe6Hogru Ha HaceJreH[ero, u 868 Bb3MoxHa creneH ca gceo6xgarHll H nepcoHanrcltpaHl'I,

o6usc.nesu It fipeaocraBrHl,r qpe: I,IHTerpI'rpaH noqxoa; 3a ,[a nocrl'rrnar resu npxHwluI
.(ocTaBqEqrre Ha ycJryr,I qecro ]lMaT ]ryx,(a or BIrcoKa cTeneH Ha aBToHoMHOCT, 3a.(a Ce

cnpaBrr c pa3Hoo6pautero H npoMeHJrI{BI,tt xapaKrep Ha coquaauure notpe6uocru;
7,2.}a\firafle Ha flpaBala ua norpe6nre.rxre: AocraBql{ul-tre Ha yc,[yru ciIeABa Aa BHHaTL Aa

3aqllTar ocHoBulrre [pasa u ceo6ogu, TaKa (amo re ca oflpeAeJleHrl B Hau]IoHaInHIlre'

eBponeficKlrre u MexAyHapo.4HLITe [paBHIA UHCTpyMeHTL S O6raCTra Ha npaBara Ha r{oBeKa,

(aKro r{ aocTofiHcTBoTo ua norpe6ulelure. Bcaqxr aocTaBrllq cJIeaBa aa Hacspr{aBar I'I

npl{Jlarar npaBara na norpe6urentrre no orHouIeHLIe Ha paBHI,ITe 863MoxHocru, paBHocrofiHoro

TpsrnpaHe, cso6oaara Ha r.B6opa, fipalBoro Ha caMoonpeAerlrHe, KoHlpoJI atpxy co6ctrenux
XI{BOT 14 3AqTftIHE HA JIIITIHH-,I XT,IBOT.

7.3. Vqacrue n npeaocraBflHe Ha flpaBa: Aocrag'{[qrre Ha ycnyru cJIeaBa Aa HacrprlaBar

aKrlTBHOTO yraoTlle Ha nOrpe6u,enrrre ]'I, KoraTo ToBa e ueJlecGo6paauo - Ha TexlrfiTe

ceMeficrBa l,rJru aoBepeHr.l JILIUa 868 B3eMaHerO Ha peueHl{, oTHocHo rlnaHlrpaHero'

[peAocraBrHero I] oIIeHKara Ha ycnyr]rre. flpe4octaaxnero Ha ycnyru cregBa Aa flpeaocraBfl

flpaBo Ha norpe6u:re.rrre Aa orlpeaenrr JI]rqHI,rre cH norpe6Hocr]l ]r ,(a yKpe[Bar I-IJII'I

no,[Jltpxar caoare cnoco6Hocru, Karo cttreBpeMeHHo 3ana:]Bar BacoKa creneH Ha KoHTpon

B6pXy XI.IBOTa CI,I.

7.4. Ilpeaocrarcne Ha ycJyrrrTe Kam flpoqec: couuanHl,ITe ycn]TI'I ce xapaKrepl'I3rpar c

acfiMerpl{qHa BpBKa MeX,4y AOCTaBqHUPITe H noTpeoxTenrre, KorTo e pa3nl'IqHa m
orHoneHl{ero Mexly rlproBcKlz aocraBql4K n no'rpe6area, mfi raro re3l ycrynj l{ecro ca

BxopeHeHr,r B KyJrr,?Hure (rrlecrxu) 'rparlumr, rlecro ce t$6lapar nH!.ttRuEyaJrHLt peueulrr,

mpaHTHpau[ 6n:ocr MexAy AocraBrIHKa Ha ycnyfu u nojl3BaTerr, KaTo TaKa ce ocuryprBa

paBeH .[ocrbn Ao ycxyrrre B paMKLTe Ha repllTopusra; Toaa Haaara flocruraHero H Ea

onpeaeneHa cTenerl Ha fbBKaBocr B ynpaBreHcKaTa [oJII'trHKa Ha AOCTaBqI'IKa npt,l Cna3BaHe Ha

3AKOHO.IIATEJIHI{TE I,I3I.ICIIjAIII4fl .

)
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7.5. Ilurerpupaue Ha pecypctrTe: AocraBuxlure c rrgcrotrarrcKa qeJr, r€KTo rr

pa6orHr,rqure .4o6poBonqu, rllparrr K;rrorroBo Baxna pons B trpeAocraBrHero Ha couuam{fi
ycnyrrr, KaTo IIo To3Il HarMH u3pa3sBaT rpaxaaEcK[ Karlaqlrrer tr ao4plrHacrT 3a coqtrrrJrEoTo

[p[o6UaBaHe, coqrfturHoro c6mxaBaHe Mex4/ Mecrrrr{Te o6ryocru [t 3a coJM,UapEocrra

Mexly pa3jrnm{Te troKoreHr.rr. fpax4ancrorre opmErr3a.@ ycueElHo Mo6ruM3trpaT KaIOo

pecypca Ha Mecrrrara o6qnocr, rara u pecypca Ha rluporara o6qecroeHocT E KoptroparuBlrlt
ceKrop, c Koero 3ausnBar peclpcEr,rre Aeorytl,I Ha aspxaBE6r E MecTHrrt 6Io,QI(er.

III. IIPruilryIIIu I{ MEXAIItr3M}I 3A ,(OTOBAP.flHE HA COIII{AJIHII
YCJTYTI,I' rl.nes 8

8.1. Ocuonua rlopMa Ha clrpy.ryEsecrBo Mex.uy IIAPTHbOPITTE e upeaocraB{Eero
rra rloAKpe[a spe3 r.[rcrpweHTure Ha colEam{oTo AofoBapffie llwu $maucupaEe Ha

rrpoeKTa or recrsu.s 6roaxer, KaKTo u cbBMecrlroro [puBJr[lraHe Ea pec]?cu or 6urrapcxn n
MexIyHapo.urE opraH 3aql{u u rrIlc. fiTyry. .

8.2. Crormqra o6Iqfixa crsaaBa flporpaMa 3a OI,IHaEcEpaEe Ha IrHoBar[BEE [poeKTI'I B

cr[epara na coqranHure ycnyrs u coqIraJluara noAKpela.
8.2.1. @r.ruancupar ce Kpar(ocpoqru IrHoBar[BHIr trpoe(rtr B coqlaJrrara c$ep4 rorro

aa upl,IKJrrorrBar B p[MKure ua 6to4xernara fo.u,Il4 3a Ko.sro ca o4o6peru, He ca orpnHIrtIeHI.I

or BraoBere coqnafim ycnym, rls6poem B fIpaBEJrr{r{Ka 3a trp[naraHe Ha 3axoEa 3a coryarmto

noAloMaraue u ca seo6xoaxt*.tz 3a trocrrraue Ira 3aJroxeElrre qeJltl B O6nacrrdta *llfrl
O6rquncrara crpare[r, 3a pa3BETI'Ie Ha coquaJIHI,ITe ycrryrr. Cpegcreara 3a exero,4lo
tfrrancupane aa KparxocporlHxre I,IHoBarrrBHu npoeKTlr B coqtra:mam ufepa 4a ce otrpeAemr
c 6roaxera na o6qrnara sa clorBerHara roArIHa.

8.2.2- flpe4roxeulUrra 3a pa3BErr{e Ha I,IHoBarrrBHI'I trpoeKTI'I B coutraJlEara cQepa

cneABa .qa 6r4ar ea;roxenu t fogamar TIJIaH 3a pa3BtrTue Ea coIII{aJIrIrrre ycr}Ttr Ha

Teprrropn Ta sa Cromrqua o6IqI,IEa, Koirro exeroauo ce trptreMa or COC 3a cne.Baqara
KaneH.qapHa roar{Ha.

8.2.3. Pexrr tt yctoBu.s.3a KaH.ryAarcrBaHe, o.uo6peul,Ie lr ibrHasc[paEe Ea trpoeKTtrTe

no flporpauar:a n o 8.2-, ce npe4narar ot O6qecrBel{Es cBBer 3a co4rzl.JlHa rlomrmca (OCC[)
n ce nprleMar or Cro,rr.rqeg o6[urcKfi cr,Ber.

tl.nes 9

9.1. flaprnropcrBoro ce pa3B[Ba yp* trHcrp]D(euTa Ha coquaJluoro AoroBaprHe B

paMrr,rre H rrprr ycnoBn ra Ea aeftcrBarqoro 3a(oHo,qareJlcr:ro a Eurrapur.
9.2.3a ta 6l.te sacbpqeuo lapruEopcrBoro IIpL AoroBapruero Ea co4rallrmre ycnynr,

C'roau.rHa o6qrsa rroarorB, exeroalro aoKllaa 3a flocrl,IrEarure pe3ynrarlr .Itr)e3 cbBMecrflo

IIPEAOCTAB'I{C HA COUXTIJIHI,ITC YCJyI-IA HA TEPIflOP}I'TA HA CO(b['.
9.3. B aox,raaa flo fipeaxoanara aJ'rI{He, ce cbabpxa ct6paHara o6parua rr0oprrlaqur

orHocHo eQr,rxacnocrra u e$errunnocrra or fipeAocraBrr{ero Ea Bcl{lmu courlaJlll{ ycfiyrl{ Ha

norpe6l.ITenr.rre r{ or apyru 3alr,rHTepecoBar{E crpaHfl, KaKTo u rnroopuaqllx :a troreErIEaJIHI{Te

norpe6u, elu, Kotr'ro e B63MoxHo Aa ca 6utrs u3x;troqenlr or o6xBara Ha ycryrlrre.
9.4. Aor-na,ryrr ro 9.2. ce o6crxga rry6ltlr.rtro u crryxu 3a IrnaHl{paHe Ira AoroBaprHero

Ha coquanurme ycrlrrr Ha repr{Toprrrra Ea CronI,IqHa o6q{Ea tr Ea MepruTe 3a HacbprlaBane rr

pa3BuTlle Ha KaqecrBoro Ha [peaocTaBrEaTa rroaKpe[4.
V.nen 10
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10.1 Clea BJIIr3aHe B cI{JIa Ha Hacrortrroro cnopa3yMeHue, IIAPTHbOPIITE, c ue:i no-

Ao6poro ynpaBneHxe a ocuryprBaHe Ha floBeqe npo3paqHocr H e(DeKrI"lBHocr' pa3pa6orBar H

npeAnarar aa ce rpneMar flpaau,ra 3a ycnoBl'Irra 3a KaH,4t'IAarcrBaHe, oao6peHl'Ie Ha

H3r6JIHI{TeJI[Te I,I yflpaBneHl{e Ha aoroBopllre 3a Bs3ralaHe Ha coquarHlrre yclyru' Ilparr'r:rara

ce yrBGpx,rlaBar o'r lo,re.ra na Ctolruua o6tqrura.

10.2 llpasrurara no npeaxo,[Hara aJII'IHelt BKJIrcqBar:

a) pega i ycnoBl,I-f,Ta 3a AenerupaHe Ha colll4zl.lIuI-t:re ycayrr, clo6parso 3axosa sa coql'IuHo

fioarroMaraHe Ir flpanumrura :a npunaranero My;

6) peart lt yc,roBl,If,Ta 3a KaHAHAarcrBaHe Il oIIeHKara Ha npe4rioxeHlrf,Ta 3a yflpaBneg1le Ha

coruzuHrre ycnyrx;
r) npaau.rara sa orqeruocr Ha rexHnrlecKlrre I{ i[uuaucoaa [oKa3arem4;

r) o6qu tl3LlcvBAri.UA IIO OTHOUTeHHe Ha .qOCTaBqrrrIHTe, BKrrorrBaqH cneaHoTo: eKcnepreH

Kaflaqu-reT, xofilo e Heo6xoar'L,r 3a KaqecTBeHoTo npe.(ocTaBrHe Ha coqrlanHaTa ycJryra'

pa:pa6meU MexaHIlsGM 3a ynpaBJIeHHe H Korrpon H rOHKperHa MeToAOnOruu 3a pa3BI{IIIe Ha

yc ytaTa u ocl,lr]?rBalre Ha KaqecTBoTo;

A) cBAspXaH e U 3]l1lc](aa:Ht4a K6M nporpaMaTa 3a pa3BHTr.re Ha col{I{zurHaTa ycnyra, c KorTo ce

(aHALIAaTCTBa L KOTTO BXJIIOqBa KOHUeIIUTS 3a [peaocTaBf,HeTo Ha ycn]'raTa no uauun, rofim
yAoBnerBop[Ba B nafi-Ao6pa cT eneH rIoreHuI4iIJIHI{Te norpe6rre.nu;

e) o6qu usucxsaHll 3a p*ynrarlITe, c Kolrto ce aHroxl{pa aocraBrII'IKGT;

x) uexanustlr,t 3a KoHTpo, Ll MoHHTopt'tHr Ha KarrecrBoro;

:) ycnoru-e 3a rry6n[quocr I,I npo3paqHocr.
10.3. Krrrl npotpaJv{aTa 3a pa3B}m}re Ha corlHartHaTa ycnym ce flpeacraBfl 6roaxgTHa paM(a 3a

aepuoAa, sa rofiro ce KaHArraaTcTBa H o6ocuosxa Ha 6roaxsTa, no3BojrrBalqa aa ce npocneAu

Aor(oJrKo npeaBl,rael{url pecypc e Hacor]eH I(bM pa3BI'ITI{e Ha KOHIlpeTHaTa cOqXaUlHa ycnym lr'He

ce r.BnoJBBa 3a ApyIlI qe.nu. flpu oqeHI@Ta na 6rogxera ce [pocJleArBa Herogata O6ocHosaHocr

r,r Bp63Ka c .4efisocrure Ha ycJryfara, Karo He ce npr.rJraraT Qopualuu Kpl,Irepi{}r 3a

ctorHomeHl,Ie MexAy pa3xoAl,t 3a rpyA [r 3a I'I3ApbxKa. ,[ocran'rNmr ctttrl flpeanara 6por ua

(aApl,rre Il np,rBfinara oTlrocHo ynpaBneHl{e Ha eKHIIa, OpraHrBarprol{HuTe flpouec}I, PL3BttTI{e

Ha Karraqlrrera r o6uesa ua nusopuaqlu B pruxnre Ha ycnyrara, cto6parruafi-xlt

HOpMaTLIBHITe H3HCKBaHT]-f, .

10.4. O6rqecrseHg_rT csBeT 3a COU6ZTJTHa 116Jrr.rrr.r6a npu ueo6xoquuocT Moxe aa o6ctAlt

noAo6penur B nporrea)?I{Te no renelfipaHe Ha muHa,rHt'ITe ycnyrl'I Ha BEHIUHH aocraBql{u u

Aa Aaae llpeanoxeHu, 3a al(rya,lt43aul'IrTa I',IM.

10.5. IIAPTHbOPITE or aaTaTa Ha [oAflr4cBaHe Ha HacToflrqoTo crropa3yMeHl,Ie 3a[orlBar

pa6o'ra no [3rorBtue Ha npeanoxerur sa Hape.q6a 3a ycnoBllrr4 peaa H npoueaypara no

KaHAA,4aTCTBaHe, O4O6penUe !r 3n6J'rHeEHe Ha AOfOBOpt{Te 3a ynpaBneH['Ie Ha COqEanHIrTe

ycnyrr,r. Crea npueuane ua Hape.q6ara, npaBnnara no 10. 1 . nperpa, aBar cBoero aeimBue'

rhen 11

11.1. Bcexr.r aocTaBr{[K rroaroTB, sa uecequa 6a:a orqet ga aeftnocrra Ha ycilyraTa 11 exeroAHo

- to.qultreH oTtIeT no HaIIpeABKa B Ii3Il6iIHeHIIeTO Ha npolpaMaTa 3a pa3Bllltlle Ha coqI',IaJIHaTa

ycnyra H nocTHrHarr4re pe3ynTaTl-l KaTo IIOCOqBa KaKTO KOJII.{qeCTBeHI{ AaHHI'I, TaKa I'l AaHHI',I OT

B:bTpeUIHaTa CI{cTeMa 3a KaTIeCTBO Ha coqlaJlgaTa ygnyfa. flpgnorregl{e Ha fOAIIItrHIT-f, OTqeT e

aoxjraaGT 3a npoBeaeH BSTpeIIIeH MOHr'ITOpI4Hl 3a OIIeHKa Ha KaqecrBoro.

11.2. Mece,lHoro orr{r4raHe BKiroqBa orrler 3a aefiHocTra u Qauaucoa oTqeT c ofluc Ha

pa3xo.4rre no Eepa.

)
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11.3. llpr rpruancoaoro orr{trraHe Ha H3[6rHeuuero Ha aorcBopa Ha exeMeceqHa 6zBa ce

npeacTaB, c[arcrypa 3a noryqeHuTe cpe,4cTBa, a IIPI,I no]IcKBaHe Morar Aa 6tgar npeacrareun n

KOnU' OT nlrHl,l-, Ha6Op OT pa3XOAO-OnpaBAaTeJIHI'l ,[OKyMeHTI'1, KOImO Ce CBXpaHrBaT npI',I

AOCTABIII{KA.

11.4. B aoroaopa c AocraBqI,IKa ce flpeaBllx.[ar cpeacrBa 3a pa3Brrue Ha yIIpaBneHcKxI

I(aflaqrr'TeT Ha aocTaBqHKa no noBoa npeaocTaBrHgTo Ha couHzlnHaTa ycnyra

I 1.5. ,{orrycra ce aKryant 3aul,Ie ua flporpauata 3a pa3BHrI'Ie Ea coLPIaJIIIara ycnyra'

BrstroqlrrerHo L pa3npe.tleJleHltero ga 6p.(xerHlfe cpe,[crBa, Karo 3a roBa aocraBrlrlrsT
apryMeHTupaHo rrpeacraB, HoBo npe.qJloxeHl,le.

IV, trJIAIITIPAHE, OCbIUECTBffBAIIE 14 MOHUTOPI{HT HA
II3TIbJIIIEHIIETO HA COqI,IAJIHATA TIOJMTIIKA HA CTOJII{TIEA
OBIII}IHA

llnes 12
12.1. IIAPTITbOPIITE ce aHraxuph'r .Ea N3rorBrt H BHac.f,T rlpeanoxeEl'Ifl 3a rpoMrllra Ha

flpasurura 3a optaul{3aur,Irra n aefisocrra Ha O6qecrBeHH, c6Ber 3a colplaJrsa [om{Tma
npu Crolmra o6rurna, c IIer raparrupaHe ua rry6nu'rrocr H MaKcI'IM,Im{o BKJrrorrBaHe Ha

Bc[rrrr, 3zMrrrepecoBaHn crpaHu, raro flpaenluurtr ce npueua or Cromtqen o6qnnc(a crBer.

12.2. Ha wetot rpr Meceqa, O6qecreeHnsr ctBer 3a colrunnHa nonlnru€ npoBex.4a pa3ltrI'IpeHo

3ac€AaHue c rIeJI Itr[poKo o6c6x.qaHe Ha KjrroqoBr.r coq]ranHlt reMl,r Lr MaI(c]rMuuIHo ]qasflre Ha

BCI{IIKI' 3ATHTEPECOBAM{ C'TPAHI,I.

12.3. O6qecrseHr.rrr cGBer 3a couliaJlHa llonrml{Ka noanoMara noArmoBKara Ha roal'IIIIHuc

ruaH c nproprrerr4 3a pa3BlrrueTo Ha coqrlanHrrre ycnyrn B paMKI{Te Ha o6ql'rHcKara I'I

O6:racrsa c'rparerl,r, 3a couIraJIHI.{Te ycJlyrlr, Karo loruurnusr nnax ce rrpgeMa crr Cromrqen

o6rquscxu ctggr. O6uecrseHl,trr cbBer aaBa npeanoxeHu, B npoueca Ha Ir3rorBflHe Ha

O6rqr.rHcxar:a crparerl,Ill 3a coqltallHI{ ycnyr}t.

rlaeH 13

13.1. Karo LIH6MTI{BeH LIHcrpWeHr, IIAPTHIOPIITE qe pa6mrr B nocoKa pa3pa6orBaIre x
BHeapnBane Ha urJlocrna cl,Isrcna la ct6upane u o6pa6o'raaue Ha aauHu 3a coIIEaJ[ Te yc[y-]r
r.I norpe6Hogg,me or noanoMamHe sa aeua ,l Bs3pacrHll Ha replrropu.fra sa o6qunara, c qen

noCTI{taHe Ha B1rCOKa etlerruanOcr oT cl.rcTeMaTa Ha coUUaJIHH ycJlyru TaKa" r{e Ha xopaTa B

Hyx.qa aa ce flpeaocTaBu ToqHaTa ycnym t,I aa ce [ocTI'IrHe cLoTBeTHaTa aBTOHOMHOCT I'I

pa3Br.rTre Ha rrMr{fi, IIoTeHqHan Ha rIoBeKa.

13.2. O6qecrseHllrr c6Ber aaBa npe.u,JloxeHHe 3a crpyKrypara I'I csabpxag1lero Ha 6asara

allHHr{, KarTo 11 3a npoqeca 3a Ha6npaHe na uHQoprlrawrr4 TaKa qe T, aa o6cnyxBa

4efinocrrrre 11O OOpMHpaHe Ha fionrrl{KaTa I,I c'IpaTemllTe 3a pa3BIr[Ie ua o6quncro HI,IBO, Aa

flo.qnoMara nocrl,IlaHeTo Ha ny6nxqHocr u npo3par{HocT 3a aefiHocrra Ha ycnyr}rr€ I'I aa

cnoco6crBa 3a ynecHrBaHe Ha ,[ocTlna ao cowulll.t4 ycstylu Ha lpaxlaH]fe.
13.3. I4nt|opr'raunllTa or 6a3ara-.qaHHlr rro I 3. 1 . cryxr't 3a orpa3qBaue Ha aKryanrl{re

norpe6HocTx, nporHo3upaHe sa 6tAeun TaK Ba, KaKro 3a I{3pa6orBaHe Ha Kapra Ha ycnyrl'rre,

Kof,To Aa Aaga ueo6xoauMara xHoopMau[rl Ha norpe6rireJlHTe Ha ycnyll'ITe, Korro ce

nldrr.rrysa Ha r, {Tepuer crpagnuara ua o6qltnara.
13.4. Bcuqrr,r AocraBqlluu Ha coqfianHl,t ycnytu aKryanll3l'Ipar aaHHI'ITe a 6asara gauuu,

c6rnacHo peAa, o4o6peu ot O6qecrgeHLtfl ctger.

)
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V. OCIIryP.flBAIIE HA IIPO3PATIHOCT tr IIYEJ'II{qHOCT

rfues 14

C qer uosnlllasaHe na o6rqecrreuoro npr.{3gaHEe 3a pon ra a npnHoca Ha AocraBqulrure Ha

ooIII4aJIHL ycnyrll 3a [OCTI{raHeTO Ha COqfiZIJIHa 3aKpIna 'l 
COqUZIJIHO BIOIIOqBaHe Ha XOpa B

yr3BLrMO nOJrOXeHHe, crO.[!r.IHa O6UI,IHa AaBa [y6nLIqHocT Ha HoBI,IHL 3a npI,IHOCa Ha

aocTaBr{I,tqme, 3a Eocr}rHarr{re pe3ynTarlr x apym BoKHI,I aaHHLI, KaTO Iqe Ce Cl3AaAe

[poqe,(ypa 3a non5 rzrBaHe na rn$opuaquma or o6rqr.rnara.. Crolrqga o6qnna ue [tnoJBBa
BClrqKL HaII4qHr.r HHoOpMaqrlOHHA KaHaJIL 34 TA3U Ue' (I,IHTepHeT grpaHl,lUq @efiC6yr

cTpaHr,ua u ry)T lr).

rlles 15

CrorlrqHa o6tqrrra )"rpeArBa roar,rrtrHlr Harpaan 3a .4o6pn nparrng B c0epara Ha coqranHlrre
yclyrH, c Korflo ce oTjrr rraBaT yciryM c npl{rloc KEM rrocT[raHe Ha llp]roprreT]rre B coql{aJlllara

nolmrxa sa o6unnara.

tlnen 16
Ctor[sHa o6roma rry6nrryea BcnqK]r crparerEqecKfi aoK]T'{eHTL It aoKJIa.EIl 3a MoHrropuHt I,I

orIeHKa Ha coqrannr.ITe ycnlur. B HaqaJloro Ha Bctxa roallua ce rry6lNryaa I{H.(I{Karr'IBeH

rpar[lrx na o6rsreHr-rrra Ha ycnynr, Korrro ce nnaHnpa aa 6taar B63naratl,t qpe3 KoHKypc no

pe4a na 3CII.

ll,res l7
Ha uurepuer crp aurr\ara Ha Crornqna o6quHa ce cb3aaBa Kapra Ha ycnyrl{Te, Komo aaBa rcHa
r,r r,BqepflarenHa rn(foprtraqux :a cnequtplrrr,rre a npeaocraBaBtHara no.(Kpela or Bcrxa

corlaanHa ycnyra" rarro r uuipoptrrarlu,a 3a opraHl43allllrra, Korro , ynpaBnrBa.

rl.nes 18

18.1. Beanrx B roar4Hara TIAPTHbOPIITE noa ptKoBoacrBoro Ha Cronuqsa o6qxna
opraHl.t3upar Qopyu sa o6oNaaHe Ha pe3ynrarl,ITe or npoBexAaHero Ha coqltaJlHaTa lonrfl,IKa
a CoQur, ycflertrHrre MoAeJru H npe,El{3Bl,I(areircrBara.

18.2. Ha $opyr'ru're ce npeAcraBrr ao6pu nparrnrcu, cto6pa:enu c npuopursrl,Ire, o6f,BeHH m
O6qecraeHl.Ia c6Ber 3a cborBerHara roauHq reHAeHIrLru r.I HoBLI npeal,t3Bl,Irarencrm B

coryraJrHara coepa.

VI. PA3BUTIIE HA CtrCTEMA 3A KAIMCTBO HA COIPIAJIIItrTE YCJTYTII

9,res. 19

Ilpununnn 3a KaqecrBo Ha couHaJIHlrre ycJryr[, npeaoc'IzBcHn or BBHUTHrt ,IocraBq[qf,
19.1. IIAPTHbOPI{TE npzeuar Kar{ecrBoro Ha couH&1H}rre ycryrH ocHoBHo Karo xeraHl'Iero

.(eftnocrra !, pe3ylrraruTe or ycnyrara aa ce pa3BlrBar HenpecraHHo B orroBop Ha

norpe6Hocrr.rre Ha xopara, B rroaKpena Ha Kol,mo cbuecrByBar, Karro H aa flocrHrar
crparer[qecK[Te IIeJII,I u rIoJII.{TI.{K].I aa o6ulrucxo L Haql,roHzulHo HLtBo.

19.2.llpuu\un fie 3a KaqecrBoro Ha coullailHnre ycnyru ca cBcp3aHI4 c nocrl,IraHero Ha IIeJIrre

Ha corrHairHara rroJrr.rrr4xa sa CroruqHa o6urusa. Te 4opa:euaat H aonrnBar HopMarIrBHI'me

AoKyMeHTr.r rio B6rrpocr4Te Ha KaqecrBoro, cr'rneafixrl Ha npltuuufllrre Ha EBpo[eficKara

)
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.{o6poBonHara paMxa 3a KaqecrBoro r4 ao6pnre npat<Tl.rxl-l H IIocrI{xeHI,If, B cQepara Ha

couaa.nuara pa6ora.

19.3. Ourogiru IpHHIII{trrz Ha KaqecrBoro ca (uo ue cauo):
o {o6po yflpaBneHl{e: s.cHv Mvcvq, Rtt3t4s u qeHHocrH, nnaHapaxe Ha AefiHocrra,

crpylff,?xpaHocr Ha ynpaBneHl,Iero, I(oopaI.iHaII[, L eKI'IIIHa pa6Ora, OCUrypreaue ua

aocTaTsqHo peclpcl4, [apTHbopcrBo c o6[IHocrra, npo3paqHocr I{ oTrIeTHocT;

. flpo&ecaona.ruatlt: xnarulQuxat\us L4 pa3Bllrve Ha nepcoHarna, 3aqI'ITaHe Ha qoBeuxllTe

npaBa n HelttciKpLlM]aHaL\u.fl. BKJIroqeHocr l't yqacrl4e Ha norpe6rrenr'rre,

I4HAI.{Br,rAyzInI,I3I.tpar{e Ha rlo.f(peflaTa, MsroAHqecKa o6oci{oBaHocT Ha IroAl(penara,

I,iHOBATI,IBHOCT;

o Opuenrnpanocr K6M pe3ynrarime: K.rrr4eHTBT e B qeHTEpa Ha flpeAocraBtrHero Ha

yc1rlTrre u clprMo HeroBoTo KaqecrBo Ha xr.IBoT, 6:raroctctoxttre, 3aqI,ITeHr'I flpaBa a

yaoBJreTBopeHocr ce a3MepBa pe3ynTaTa. rsBKaBo aHrax[paHe Ha Ka[auEreTa Ha

yc.lrytara.
19.4. Ilpnaurnrre Ha KaqecrBo Ha couHarHHTe ycnyfx HaarpaxaaT r3I4CI(BaHLI{ra I(6M

\ aocTaBr{HIIHTe I{ IBpa3.f,BaT Xe.ilaHr.reTo Ha AocTaBqHuHTe aa pa3BI4BaT flpeaocTaBf HI'ITe ycnyfa u

' 4u noarlmr MaKchMaJIHo ao6pu pe:y.nratu ra norpe6utelure Ha ycryrrre.
19.5. flpr-uarauero Ha npruul,Inrre Ha KasecrBoro ce cro6pas.rea g BI4'(a Ha flo,4Kpeflara, Ko'To

[peAocTaBt coqfinnHara ycnyla I4 uejleBara lpyna, K6M (orTo e EacoqeHa.

19.6. Crofi,tqHa o6rqrana parpa6orBa r{ [pHeMa Patrxa sa Kalrecmeomo Ha coqua]rHume ycnyzu,

KO{T0 OnpeAen, OCHOBHI.me npI4HUI4nL{, UeI}I, III4Ba Lr l4HAtIY:aTopU 3a MoH[ OpI.{HI Ha

RAIIECTBOTO .

19.7. Croluqna o6rquxa paspa6orBa n clrnacyBa c 4ocraauaqure/qreHoBere na O6ulecrseHl4t

cbBeT _ exefoAHa TeMaTI,IqHa flpofpaMa 3a pa3Bl,rrue Ha KaqecTBoTo Ha coquzuHl,ITe ycnyr[.

rlleu 20
Cucreua B rlporpaMa 3a pa3Burrre Ha KaqecrBom Ha yoryrara
20.1. flpmaraaero Ha npr.rHr[{flr're 3a KarrecTBo 3a Bc.,rKa ycnyra ce npoBex,4a qpe3 Cucmeua u

npozpaMa 3a pa3aumue Ha ka4ecmaomo Ha coquatHama ycflyza.

20.2- Bcexu AocraBqxK Ha coqrlaJrHrz ycnyru Ha repr4TopxJlra Ha Cto,ruqHa o6ulaua paspa6oraa

u npulara cucmel4l u npo?palAa 3q pa3eumue Ha Ka4ecm6omo.

20.3. flporpauara e qacT or n3r.rcKBaHwrTa npr4 KaH.qr4aarcTBaHe 3a yIlpaBneHLIe Ha co{ltiIJIHI'I

ycnyrlr, Aener[paHx or a,bpxaBara leituoau, uecruu geinocrll I,II]I npoeKfl{ na Crofl'rqEa

o6quHa.
20,4. Cu*euarau nporpaMaTa 3a pa3BHTue Ha KaqecrBoTo BKJIIoqBa cjreAHl,rre elIeMeHTI.l, Ho He

ce olpaHurlaBa Ao T.f,x:

/ Ortucague Ha IIeJlr{Te Ha ci{creMara B paMrrre Ha ycnyrara.
r' Lkt6opua\r4t 3a Haqvra Ha [pI4JTaraHe B coquuHara ycnym Ha HopMarI'IBH[re

r.r3rrcKBaHu, :a Aefisocrra no npeaocraBrHe, c:ro6parHo cnequ$uruTe Ha AefiHocrra,

Br4Aa [OAKpela r'I qeneBa rpyna.
/ Bcsxa CucreMa 3a KaqecrBo, cro6pa:no cnequ$uxara Ha coqr{aJrHara ycJryr4 BKrIorIBa

craH1a;p'rv, Kpl{repfi}t, I4HAHI@Toplr, aefisocr:u l.r Il3ToqHHLlll 3a npoBepKa, opraHI'I3upaHI'I

B Tpt4 HL4Ba: 1) Opranusauia-s !1 y[paBneHxe Ha ycnyrara; 2) Oprauusawr I.l y[paBneHl'Ie

Ha eKr{fla u lpoQecuoria:ruara lefinocr; 3) Ilorpe6lrre,ra Ha ycjryraTa - 3aIIII4Ta IrpaBaTa

Ha norpe6ure,u, yqacrt{e ua no'rpe6ure,rare, yaoBnerBopeHocr or ycnyrara u

)
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nocTrrftu{e Ha npoMtHa 3a KJII'leHTa, CreABatrI(n Patuxama 3a Kaqecmao Ha coqualHume

ycnyeu 6 Cmoauuua o6ryuua.
llnt[opr'raua.r 3a aon'bnHHT€JIHH [pHHlrxnu H KPrrepn 3a KaqecrBo, [pLJIaraHI't or

AOCTaBqT{Ka B XOHKpeTIrara ycjlym.
Brrpemeu MoHI,tTOpr.rHr Ha KaqecTBoTo Ha coulaJrHaTa ycJryra, nJIaHoBe 3a IeftCTBI4e 3a

pa3Brrue Ha KaqecTBoro Ha HHBO ycnyfa H OpmHH3aUIrr-AOCTaBqHI(.

rlnex 2l
Monxroprnr na KaqecrBoro Ha coquanHuTe ycJyrt.r

21.1. Bcfia optaHrcaqllf AOCTaBqUK [pOBeXAa e)I(eTOAHO BllpeltreH MoHI'tTOpI'IHr Ha

KaqecTBoTo Ha rrpeaocTaBf,HnTe oT Her ycnlTll, crrJracHo paspa6otenara ot sex cucmena u

npoepaMa 3a pa3aumue Ha KaqecmSomo. Oprarrrsaqlura I'I3lorB, aoKJIa,4, ro ro npercrara

3aeAHO C toAr,rrrrgr,L OTqct 3a AefiHOCTTa Ha ycnyraTa (1o 31 uapr Ha CJIeABaIqaTa KaIeHAapHa

roar,rHa).

2l .2. Bcsra oprar{H3aur{, AocraBr{r.lK [poBex,4a e4uoKpaTHO B pitMruI|e Ha TpI,I rOAI{HI,i BSHItreH

MOHnTOpHHT Ha Kar{ecTBoTo Ha couHaJrHaTa ycnyra (qrnocrHa [JrIl q,IcTI,FlHa OqeHKa' (aTo

AOCTaBqLIKbT OnpeAen, Blnpocl{Te, Ha KoI',I Tbpcll orroBop qpe3 oIIeHKaTa' csrJlacHo

BGTpeEgaTa flporpzlMa 3a pa3Br{rue ua ravecraoro), KaTo flpeaocTaB, Ha o6tqLIHaTa aoKilaAa I,I

upenoprrcme oT Hero. BaHmHr,r{T MoHr,rropr,rHr ce opraHl,r3l,Ipa IIo flpeuellRa Ha opraHlr3allHrra-

aocraBrru(, Karo raparrrHpa npHHuunI'ITe Ha 6e:npucrpacT aocr E o6eKruBHocr,

ao6poHaMepeHocT r.t cbA6pxareflHa KoMrreTeHrHocT Ha rlpoBeaexur uonu:ropuur. llpu
c6MHeI{u, 3a EecIIa3BaHe Ha Te3I,I flpt HIII,Inu C'roluqUa O6qusa uoxe Aa He [pI'BHae AOKJIaAa I'I

AanoHcKanoBTopHonpoBexAaHeHaMoHI,ITopHHroTnocoqeHaoTHe,B6HInHaHa,u'ocTaBqHKa
oplaHI,BaII{r.
21.3. O6qnna'ra [poBexAa MoHtrropHHr Ha KaTTeCTBOTO Ha cOUHa,rIHrre ycJry[I B paMKI'Ire Ha

IOAI,IIIIHATA TEMATUqHA IIPOTPAMA.

21.4. O6[lwtara npoBex.4a Eafi-MarKo Bearrcx B paMKnTe Ha CpOKa Ha AofoBopa 3a Bs3JIaraHe,

MOIIITIOpUH| Ha KarIecTBoTo Ha BE3JIOXeHaTa COr{I4aJII{a yClyra. Aoxla,4rT oT npoBeaeHr4,

MOHITrOpr.rHlI{flpenoptxl'rTe3anOBU[IaBaHeHaKaqecTBorocel{3npaqarHaAocTaBqu(a3a

"reur". 
[p, cnop no ,{ox,ra,4a, cnyq,ur ce [peAcraBt sa o6sbx,qaHe s O6qecrBeHm csBer 3a

COqIAJIHA TIOJII,ITHKA.

21.5. Exeroano o6uuHara, cEBMecTHo c o6qecTaeHH, c6Bet UIL| AOCraBqItq[Te npoBex.4a

Qopylrl :a pa3Brrte Ha Kar{ecTBoTo, sa roirro ce [peacTaBrT L4 aLlgKytInpaT IIpHHuI,IrM I'I

Kprrepru 3a KaqecrBo, 4o6pu uparrnxu 14 floaxoAll 3a MoHxropllHr, BpbsBar ce Harparu no

npeaBaplrr€nHo pa:pa6orenil Kpl{repHI'l.

21.6, Bcerra AocTaBr{r,tK ny6:ruxysa cBoH ao6pH npaKTLIKLI 3a pa3BI{TLIe Ha KaqecTBoTO Ha

[peaocra3rHl,ITe COUrarHI,r ycxyrH.

VII. MOI{IITOPIIHTHA II3NEJIHEHI,TE HA CIOPA3YMEIII'IETO

{tera.22
Exeroaso, KMerlT Ha Cro,ruqsa o6uluna sa:saqaga pa6o'rua ryyrta 3a octqecrB'BaHe Ha

MOHLtTOpr,rHt rra r,r3rrbJrHeHr.te Ha cnopa3yMegr.{eTo, KaTo aoK;raAr{Te oT MoHI{rOpUHla aa 61o1a"t

npeacraB.Eulr :a rur{opuauur npea O6IqecrBeHI{, c6Ber 3a couuaJlHa IIoJMTI'IKa'

rlreH 23
Hacrogruoro caopa3)afeHrie 3a cbrpy.iiia-'iecrBo ce cKjiloriBa 3a cpoK or ner roArgn' C;rea

)
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TO3r,r cpOK lqe 6rAe HanpaBeHa OUeHIG Ha HeIoBOTO [3ITbJIHeI{Ee I{ flOCTI{mIaTUTe pBynTaTI'I'

rl.lleu 24
cnoparyrtenxero e oTBopeHo 3a IloalI,IcBaHe H KhM Helo MoraT aa c€ IpI{c6eaI.lIUIT I{OBIr

opraHr,t3alllrll Ir aocTaBrrr{ufi, npfi cna3BaHe Ha BCTTKI'r HeroBI'I pa3nopel6x'

rlaen 25
cnopasFrernvro e rry6nl{irHo o6cr.[eHo c npeacTaBr{reJll,r I{a 3al,IHrepecoBaHrTe sTpaHu R

coqlaJrHaTa rroJtr,tTl4Ka Ha MecTHO HHBO. cTpaHl4Te no Heno aKTI4BHO I{e TBpCtT HaquHIl aa

I]ollyn pI{3LIpaT CBOtTa AO6pa npaKTuKa c I'Bpa6oTBaHeTo H npl',InaraHeTo Ha toPelBnoxeHr e

orroBoPHocru c apym naprHbopl{.

)
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