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Vnaxaeuu KJr[reHTrr,

flpegcranrue Bu Xaprara Ha Krr{eHra na PI4OCB-Bpaqa,
nocTaBrMe 3a rlen Aa yAoBneTBOpqBaMe Br.rcoKr,rTe oqaKBaHr4q Ha
arMr.rHr.rcrparr{BHo o6clyxnane r.r Br.rcoKa npo$ecuouirJrHa err.rra.

c KoqTo HLIC, OKIIIIT,T Ha IIHCITOKIIHTTa, CU

o6rqecrneuocrra a 6zslreca 3a KaqecrBeHo

C Xaprara Ha KJIueHra sa PLIOCB-BparIa .f,cHo 3arB.f,BaMe, qe rpaBara u orroBopHocrr{re Bu xaro
KJIVeHTI'I KOpeCnOHAI{paT C HaIIIaTa OTTOBOpHOCT KaTO eKLr[ Ia [peAocTaBf,Me KaqecTBeHrr ycnyru na Hafi-
BI'IcoKo HI4BO. I,Icraue Aa BIa yBepLIM, qe BceKr.r KoHTaKT nr.rue B nprue c Hac rqe 6rAe uacoqeH Kr,M
cbrpyAHnqecrBo, noAKpena LI KopeKTHo orHorrreHr4e rrpu u3n6nHeHr4e Ha 3aAbJrxeHuflTa Bra. I4cxaue Aa Bra
loKaxeM, tle HenperbcHaro pa3Br4BaMe BbrperrlHr,rfl cpr noreHrluarr, t{e orqr{TaMe BcHr{Kr4 Bauru norpe6Hocryr
Karo Halxu KJIUeHTLI u ue pa6orLIM ollle [o-yflopl,rro, 3a Aa 6tAeu Baru naprurop. TrpcuuBaurero MHeHue,
KoMeHTapI{ u npenopbxll, 3a Ia MoxeM Aa r.r3MepHM KaKBo cMe rrocrr4ruarv pr 3a La ce pa3BHBaMe s 6:b.qeqe.
Pas.rfiraMe Ha Baurara rroAKpetra u Bu o6eulaBaMe Ha[rara.

I. Mllcuq na PeruouaJ'IHa rrHcrlercrrrrfl no oKo!'rHara cpeAa H BoAIrre:

Mucusta na PI,IOCB - Bpaua e npoBexraHe Ha AbpxaBHara rroJrrrrr.rKa e o6racrra Ha oKoJrHara cpeAa H
ocfirypflBaHe Ha 3ApaBocJIoBHa oKoJIHa cpeAa :a o6qecrsoro. Ta3r, Mvtcvs. Moxe .Ua 6rle rn3nbJrHeHa caMo
cBc cvllrHara noAKpe[a h naprHbopcrBo c lpyfrzre AbpxaBHH r.rHcrHTyuuu, MecrHr4Te BJracra Lr

o6qecrseHocrra - HenpaBI{TeJIcrBeHI{ opraHl{3auuu, 6uzuec, aKareMr{r{Hr.r cpeAr{, c aKTr,rBHoro yqacrr4e Ha
BCEKV CNIIH Hac.
O6uecrsoro I,IMa npaBo Aa I,IcKa or BcflKa aAMllHncrparluq Br4coKo Kar{ecrBo Ha o6c:ryxBaHe - .nrc6esHo ra

aAeKBarHo. Tazu xapra Ha KJII.IeHTa e crr,rlKa Kr,M no4o6prnaHe KaqecrBoro Ha aAMr{Ht4crparrrBHoro
o6c.nyxnaue. Hue ce 3aAbnxaBaMe e$exrueuo u e$uxacuo Aa o6c.nyxBaMe o6qecrneuuq vHrepec c
MI{HI4ManeH piBxoA Ha $uuanconu v qoBe[rKr.r pecypct4 14 MaKcr4MirJreH pe3ynrar h KaqecrBo Ha
o6cryxnauero.

II. Ocuonna ueJr Ha Xaprara e peaJrrr3r.rpaHe Ha qcHn fipuopurerrr

Bre nprrxa c noAo6prBaHe Ha arMu:r^ncrparuBHoro o6c:ryxBaHe B PI4OCB - Bpaqa e BbBereH
TIpI,IHIILITIbT sa o6clyNBaHe Ha rpax.{aHla or [eHrup 3a aAMr.rHr{crparr.tBHo o6clyNeane. Tofi e cr.rryvpaH
HerlocpeAcrBeHo cneA BxoAa Ha PI,IOCB - Ha nbpBLI erax H uua neo6xoAr,rMlrre yKa3arenHu 3Harlu, c Koero
ce ocl{ryprBa JIeceH .4ocrbn or crpaHa Ha KJII.TeHTT{. Pa6ornoro BpeMe na I-{AO c Susuuecxu u roppr1uqecKrr
nfiIIa e or 9.00 ao 17.30 tlaca BceKI{ geu, 6e: npeKbcBaHe c Bb3MoxHocr 3a o6cnyxnane Ha KJrr4eHTr.r Ao ABa
tlaca cneA LI3rHrIaHe Ha ycraHoBeHoro pa6orno BpeMe. [o I-{AO e rocraBeHo raH$opvrarlr4oHHo ra6.rro c
AonbJIHLITemra nn(fopMauufl. Paspa6orenu ca o6pa:rlr4 3a aAMprHr,rcrparr.{BHr4Te ycnyrr{ - craHAaprHr4
6laHrn, KoI,ITo ce lpeAocraBflT Ha KJILIeHTLITe npu [opIcKBaHe Ha xaprueH Hocr.rreJr. 3a ylecueu[e ca Kar{eH}r
I,I Ha uHTepHer crpaHl{Uara. Ilpunquna na o6c.ryNBaHe or I-{AO ocurypqBa e.qHo Mrcro 3a Aocrr,rt Ao
ycnyrl4Te, H3BbpIxBaHlI or I4ucrreKrlr4rra, aKTr.rBHo KoHcynrrrpame u HacoqBaHe ua norpe6ureJrr,rre.

Haurnre uenlr ca:
1. Y,recueuneHa $vsuuecrure I4 Iopl4Al4qecKr.rre nr{qa npr4 no.qaBaHe Ha AoKyMeHTV qpe3 rrpeAocraBrHe Ha
ran$opvraqufl,3aBvrloBere aAMr.rHucrparr{BHr.r ycnyru Ha AocrtrreH e3r.rK.

2. PazscssBaHe Ha cborBerHara [polreAypa v ueo6xo4unar,rre AoKyMeHTr4 rrpeArl noAaBaHe Ha cborBerHoro
3arBJreHrae, npHeMaHe r4 npoBepKa Ha rrpeAcTaBeHr4Te AoKyMeHTr4.
3. IlpeAocraBrHe ua uuSoprr,raw:fl. 3a cporoBere v reKyrrloro cbcroflHr.re Ha npelucKr{Te H rronyqaBaHe Ha
roToBI,ITe AOKyr\{eHTI,I.
4. flonnuranaHe Ha eQexrunuocrra r.r KaqecrBoro Ha aAMr.rH[rcrparnBHoro o6clyxnane.
5. OrpanuuaBaHe Bb3MoxHocrlare 3a KopyrruHr, qpe3 rrpecr4qaHe Ha npexnq KoHTaKT MexAy uorpe6urera u
cnyxlrreJrr, peirJrHo pa6orerq Bbpxy flpeAocraBflHero Ha ycnyrara.
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m. Ilpnopurerrr [pu peaJrr.r3arr[flTa Ha ocHoBHara rreJr:
1 .O6nerc.raBaHe Ha AtJrrr.rre rrpoueAypr{.
2. E r,uv.ulalrpaHe Bb3MoxHr4Te Kopyn quoHH r{ npaKTr4 Kr.r.

3. HaMa,rseaHe pruxoAaHailapu Lr BpeMe, neo6xo.qurrar.r 3a r.r3BbprxBaHe Haaruunncrparr.rBHlrre ycnyru.
4. CrzlasaHe Ha cnorofisa Lr AeJroBa o6craHosra:a norpe6r4TeJrr.rre Ha aAMuHr.rcrparuBHr4 ycJryril.
5. OctruecrBrBaHero Ha KoHTpon Bbpxy Aefiuocma Ha cnyxrrreJrr4Te, pa6oreuu no npeAocraBrHero Ha

aAMr,rHr{cTpaTr.rBHr4Te ycnyrH.

IV. Crpyxrypa ua PIIOCB-Bpaua:

CTPYKTyPA n CJIyiltnTEJIU uu PezuoustHa aHcneKqun no oKolHama cpeda u oodume
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O6nra aAMrrurrcrpaqrrr

r HaupaureHrre,,flpanuuAefiHocruo'
. HanpaureHze,,@r4HaHcoBo-cqeroBo.qHu 4eftHocru"
r HanpaureHl4e,,A4uunzcrparuBHo 14 KaApoBo o6cryxnaue"
r HanpaureHr{e,,CrolaHcKaAeftsocr"

Cnequalr.r3rrpaHa aAMrrHrrcrparlurr

* Or.qel ,,Kourpo:r Ha oKoJrHara cpe4a"
. Hanpan.neHlte,,Ona3BaHe Ha qr,rcrorara Ha arMoc$epnlrr B634yx "
. Haupan,reHlle ,,OrIa3 BaHe v KoHTpon r{Hcrorara Ha no4ure"
. Hanpaueuue ,,YnpaBJIeHHe Ha ornanbul{Te I4 oIIa3BaHe Ha no.{B[Te"

' HalpauleHl{e ,,KoMlreKcHo rlpeAorBparrBaHe rr KoHTpon Ha 3aM:bpcf,BaHero"'-

t Orler ,,flpenaurusHa AefiHocr"
' HaupaueHl4e ,,EKororlrqHa oqeHKa I4 oueHKa Ha nr:4eficrBr,rero Bbpxy oKoJrHara cpe4a"
. HaupauleHl4e ,,Ellororuuno pa:noo6pa3ue, 3aur.rreHlr repuropau r, 3oHH"
. Hanpanleuue,,Cre\uutkr3vpaua perncrpll"

TIEPCOHAJI

I-{enrrp 3a a[v,unrcrparr.rBHo o6c.lyxnaue
re:reSouu : (+3 5 9) 092 I 62921 1 ; 0893 3 93 1 97; $axc (+3 5992)62921 1

aApec: rp. Bpaqa, yr."Er:apx frocra$" Jrlt 81

e-mail : riosv_vr@m-real.net
rprreMHo BpeMe: or 09.00 q. ao 17.30 q. BceKr4 pa6oreu 4en

CTAHAAPTI4 HA OECJIYXBAHE

flogo6prnaHero Ha aAMI4HLIcrparI,IBHoro o6cryxnane ce ocHoBaBa Ha craHAaprr4re Ha o6c,ryNnaue.
qenqull4 npoMtHa B HaquHa Ha MVcJIeHe KaKro Ha cny)r(HTeJrrrTe. TaKa 14 Ha KJrr4eHTr,rre:

Ornonrenue KbM K,.rrreHTa:

1. !a upegocraBl4M eAHaKbB rocrr,n Ao ycnyrr4re Lr Aa ce orHacqMe paBHonocraBeHo KbM BceKr4

uorpe6ureJl, He3aBpIcLIMo or coIIHaJIHo rIoJ'IoxeHLIe, o6pa:onaHlle, Iloi.r, Bb3pacr, erHl4r{ecKa npr.IHaAnexHocr
vnv penutuosnu y6ex AeHLts..

2. fla ctaznal.te xouSugeHul,IanHocr orHocHo 3arrHTBaHr4s u xat6u Ha BceKH KJrueHT, He3aBracr4Mo or
HeloBI,ITe uorpe6uocrt4, coq[iIJIHo rloJloxeuue, o6pa:oBaHHe, nor, BT,3pacr, erHllr{ecKa rIpI4HaIJIexHocr r4Ir.I
penr4rr,ro3Hu y6eNgeuzr.

Lln{opuaqrrfl 3a KJrr.reHTa :

1. .{a npegocraBrMe rcHa, JIecHo pa:6upaeMa, rrr,JrHa rz roqHa uH$opvraqul, o6lcueH:afl, u o6pa-:qu na
norpe6ureJrrdre rro yAoBnerBopqBaur rexHr.rre norpe6uocrrr HarrHH.

2. fla npeAocraBrMe flcna, necHo pas6upaeua, rrbJrHa v ror{Ha uu$opuaqur, omoBapqura Ha
norpe6uocrl,ITe Ha K,qlIeHTa, r{pe3 pa3nLIqHI4 KaHaJIr,r 3a AocrT,rr - r.rH$oplrarlr4oHHo ra6lo, r{HTepHer crpaHr4rla
www.vracakarst.com H 4p.

3. !a usno:nBaMe ,cHI4 14 JIecHo pa:6upaenz $opl,tyrupr4 r.r rpouecv Ha o6cnyNaaHe, yAoBJrerBopqBauu
r,r3r4cKBaHr.{ flTa Ha uorpe6ureJrr4Te.



Korryuuxaqrrfl c KJTHeHTa:

l. [a ce orHacflMe c yBaxeHr,re, ga 6rgeu qecrHr.r H or3uBq]rB[r.
2. .{a npegocraBflMe flcnvr, necHo pas6r,rpaevru, TIIJIHLI I,I TorIHr4 ycrHI,I I,IJII [I{cMeHH orroBopu Ha

3alrrrBaHl,I flTa Ha notpe6ureJrr,ITe.
3. Aa upeaocraBrMe scHa, JrecHo pa:6upaeua, rrbJrHa r,r rotrHa zH(foprr,rarlus. 14 KoHcynraurtyr Ha

norpe6urelure 3a npoqeca Ha npeAocraBsHe Ha ycJryrure, IIo Haqr.rH yAoBJrerBopsBarrl TexHr,rre
uorpe6uocru.

4. fia rbpcLIM anrepHarrrBHo peueHr{e Ha BceKr,r npo6reu, cBbp3aH c rrpeAocraBflHr4Te
aAMI{Hr{CTpaTr.rBHr,r ycnyfr4 npr,r HaJrr,rqHe Ha HopMaTr.rBHr,r [pelqTcTBr,rr.

5. .{a uacovnaMe KbM cborBerHoro 3BeHo krlwt yrmcrvtryrlus, aKo Bblpocr,rre He ca or KoMlereHTHocrra
Ha cnyxr,rTeJlr,rTe B I,rHcrreKrlr,IfTa.

6. .{a nasurra oT HepernaMeHTr4paH AocTbn II,IIrHI,ITe AaHHI,I Ha KJII,IeHTr,rTe.

7. [a6rae oc[rypeH paBHonocraBeH Aocrbrr 3a xopara c QusuuecKr,r yBpex1aHtrfl,.
8. ,{a noenaanae orroBopHocr, Karo npaBr{M Bcr,rrrKo Bb3MoxHo r,r no3BoJIeHo or 3aKoHoAarencrBoro.
9. ,{a ce Abpxr,rM upolpecuoururHo.

Kanaau 3a Aocrbrr ao uuQopmauuq r{ ycJryrrr:

l. .{a upe4ocraBllM paBeH Aocrbrr 4o nHSoprraagus. v ycnyn4 rrpe3 pa3nr,rrrHr,r KaHaJrr.r - rIeHTprrIreH
rereQoueu HoMep (+359) 0921629211; 0893393197; $axc (+35992)629211, r.rHrepHer crpaHr{rra
www.vracakarst.com, eneKTpoHHa norua riosv_vr@m-real.net, v,e2:r4u u Ap. B 3aBucr,rMocr or rrorpe6nocrure
HA KJII,IEHTI,ITC.

2. ,(a upe4nplaeMaMe BcI,I.IKI4 Bb3MoxHH MepKra 3a ynecHrBaHe Ha Aocrsrra Ao ycnyr[ Ha Bclrr{Kr,r

norpe6ureJrr.r, BxJlloqr,rreJrHo I,I Ha re3r,r B HepaBHoctofiso [oJIoxeHI,Ie.
3. .{a oczrypl,IM orKplaTa, npeApirnoJraraua o6craHoerca u [onfraBaHe Ha Abnxr,rMoro BHr,rMaHr.re v

yBaxeHLIe Ha KJIUeHTLI c pa3rr4rrHu norpe6nocru [pu aAMr.rHr,rcrparr,rBHoro o6clyxnaHe.

Cuarnane Ha cpomoBe:

1. [a npeaocraBllM Irrnara ueo6xoAunaa r.ru$opua\r4fl. 14 KoHcynrauuu Ha norpe6ureJrfl rrpkr rrbpBr,rrr
KOHTaKT C aAMI,IHUCTpa\UflTA, He3aBr4Cr,rMO OT I,I3nOn3BaHr,Ig KaHaJI 3a AOCTbII.

2. .{a orronap.uMe Ha rrucMeHrz 3alr4TBaHr.rsuxal6u 6rpso 14 or3r4Bqr4Bo B onpeAeJreHr.rre HopMar[BHr.r
cpoKoBe.

3. CnoenpeueHHo Aa yBeAoMrBaMe norpe6urerq 3a nplrquHr4Te u xpaituw cpoK, Koraro ce HaJrara
cpoKa,qa 6r.qe yAbJrxeH.

4. [a orroropl4M nI,IcMeHo Ha Bcrxa, rroAaAeHa B rrr,rcMeHa (fopua uol6a vnu xatt1a rro rroBo.u Jrouo
aAMIaHI,IcrpHpaHe n 7-gHeneu cpor or flonyqaBaHero /ocseH B cJryqarlTe, Koraro e neo6xo4rauo
r.r3BbprxBaHero Ha nponepxa/.

5. .{a n:nrpurl4M npoBepKa, trpu orrJraKBaHr.rq orHocHo H3BtprrrBaHero Ha aAMr,rHr,rcrparLtBHvt ycJryru,
KaKTo H raBu r.rrSopuupaMe 3a pe3ynrarr{Te or Hes.

MexarusMu ra o6parHa Bpb3Ka:

1. [a usuorsBaMe ptrsnuqHlr MexaHr,r3Mr4 3a o6paura Bpb3xa, BKnrotrBalIH aHKerH[r Kaprr.r, KHr,rra 3a
npeAnoxeHl4fl, KoMeHTapI{, [OXBa!'rr4 I,I OnnaKBAHils., CneqprilJrr,r3upaHa py6praxa Ha I,IHTepHer crpaHullaTa u
AP., c Uen Aa 6rAar B3er[I noA BHLIMaHLTe r.r3MeHrqure ce norpe6nocril Ha puBrurrHure rpy[u KJrr,reHTr,r.

2. .{a trpcnu Baurute [peAnoxeHlrr, KoMeHTapr.r, floxBirJrr.r u orrJraKBanfis, Kor,rro Moxe Aa AaAere, Karo
v3[oJl3Bare eneKTpoHHa [oura, Ksurara 3a noxBilnu u o[naKBaHufl, ycnyrure Ha ,{enoBoAcrBoro, Halrru r. ye6-
a.(pec: www.vracakarst.com I,IJILI nouleHcKara Kyrr{, nrn $oafiero Ha PI4OCB-BparIa Ha yl."Exsapx fiocuQ"
Irb 81.

3. ,{a nseueu noA BHI,IMaHue u aHanr.r3r.rpaMe Bcrxo flpeAnoxeHile, KoMeHTap, [oxBrrJra r,r orrJraxBaHe r.r Aa
rlpeAnplzeMeM cborBerHure 4eficrBr.rr, Koraro re ca B KoMrrereHrlur4Te na PI4OCB-BpurIa.

Bcexu norpe6ureJl Ha aAMrrHr4crparr,rBHr4 ycnyru, rpeAocraBrHu or PI4OCB-BparIa Moxe La n3pa3il
cBoero MHeHI4e, npeAnoxeHrae, xa,t6a orHocHo Hecrra3BaHe Ha flpHHrllrllr,rre Ha o6clyxrane.



' fIpIcMeHLIre Mon6u I xal6u 4o flupexropa Ha PI4OCB - Bpaqa ce no,qaBar n I{eurrpa sa
aAMHHucrparHBHo o6crryNnane urvt B IIouIeHcKaraRyrts,, HaMrrparqa ce n $oafiero Ha r,rHcrreKur4rra. Ha
BcurIKI'I m'IcMeHo noAaAeHI4 ltol6pl/Nal6u PVIOCB-BpaUa orroBaps rprcMeHo s l4-rurereH cpoK or
noryqaBaHero I4M. B clyuaure, Koraro e ueo6xoAr.rMa rrpoBepxa, rqe BH orrosoplrM B l-ueceveu cpor.
floAarenute qpe3 aHKerHara Kapra u Kuurara 3a npeAnoxen:as.vt cr.rrHaJrr{ orHocHo arMr.rHr.rcrparrrBHoro
o6clyxnaue s PI'lOCB-Bpaqa, crruuuru v npeAnoxeHr,rs ce o6o6ulanar H ce AoKnaABar BceKr{ Meceu Ha
.(upexropa na PI'IOCB, Karo ce npeAcraBflT LI KoHKperH[r npeAnoxeH vfl 3a npueMaHero r{ flpunaraHero Ha
[oflyqeHr,rTe npeAJrox elj,ls.

OrronopHocr rr or3lrBrrrrBocr:

1. ,{a yupaurBaMe eQextunHo HaJII,ITIHIITe pecypct4 rro Haqr,rH MaKcr.rMrrJrHo noJre3eH ga o6ulecrsoro
KATO II'JIO.

2. .{a rsuuusBaMe crauAaprplTe Ha o6cryxnane u aHraxupaMe ptKoBoAcrBoro 3a no4o6p.anaHe Ha
aAMr,rHlrcrpar[BHoro o6cnyxnane.

3. ,{a uoeuaue orroBopHocr 3a pa6otara Ha aAMr4Hucrpaurrrra cnopeA [pr4err,rre craHrapru Ha
o6cryxnane.

4. la I{3MepBuIMe yAoBnerBopeHocrra Ha norpe6urerure Ha aAMr4Hr.rcrpurr"i, ycnyru, ra
rIpeA[pI{eMaMe ueo6xolutuure Aefictnus 3a noBr{rrraBaHero f4 v ny6lurynaue orleHKara Ha
yAoBnerBopeHocrra na norpe6ureJrr,rre.

5. ,{a zsnaepaaue e(pexrllBHocrra, e(pnracnocrra H KaqecrBoro Ha a.uMlrHr,rcrparvBHoro o6c-uyxBaHe r.r

cbrnacyBaMe rleJreBr,rre uu croft nocru.
6. .{a oruurarrae [epI4oALIqHo LI Aa 3ano3HaBaMe Bcr.rqKr,r 3ar4HTepecoBaHr4 crpaHr.r c flocrr.rrHarr4Te

pe3yJrraru cnprMo onpeAeneHnTe rleJreBr,r crofi uocru.
7. ,{a usnrpurBaMe aAMLIHI,IcTpaTI,IBHLITe ycnyru cro6pasHo 3aKoHr,rre u Aa Hocr,rM orroBopHocr 3a

KaqecrBoTo I,I cpoKoBeTe Ha r,r3rlbJlHeHr,re.

Hacrorqara Xapra aHraxupa Mopar,IHo BcurrKH cJry)t(HTed,rrr Ha

orco,'IHara cpeAa Ir BoAIrre - Bpaua Aa q c[a3Bar Ir Aa H3nr,!'IHrIBar

orroBopHocr Kb M BcltrrKu n orpe6ure,'Iu H a aAMrrHr,IcrparLIBHIr yc,ryrn !

Peruona,rnara lrHcrreKul{fl rro
3aAbJrxeHrrflTa cII c fpuxa [r


