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Ha Ar{cepra\t4fl Ha reMa: ,,YcrnprueHcrBaHe Ha cr4creMara ga craHAaprr43arlpu

Ha coquanHr4Te ycJryrz 3a rrbJrHoJrerHr4 nrIIIa B Brrrapz.a"

c aBTop Hzxorunxa Hnxonaeea llefi.{eea

3a flpxqbxAaHe Ha OHC ,,Aorrop" ro AoKTopcKa nporpaMa Coqua-nna pa6ora,

rrcr{xoJrort4rrec Kr4 rr3 cneABaH ufl, Lr c or\LraJrHa rroJrrrrl4Ka KbM npo S ecuonar no

HanpaBneHue 3.4. Corlua-nnu Aefisocru

PeqeHseur: AorI. A-p Mar Jfto6enoea r{oraxoea

l" ArcmyanHocm ua paspa6omeHufl e ducepmaqunma npo6neu.

Heo6xo4zMocrra or cb3AaBaHero rr BHeAprBaHero Ha craHAaprr4 3a KarrecrBo Ha

corluanHr,rre ycnyfrr 3a nbnHoJrerHlr Jrrrqa c orneA ocrrryprBanero Ha o6ul

opLIeHTI4p, rcofiro Aa perynr4pa rrpaKTkrKara B ToBa orHorrreHr4e, e oqeBr4Aua rr

cbrqo raKa Mnoro au6uquo3Ha 3aAaqa, ilpeABr{A ror-f,Moro pa:uoo6pa3r4e Ha

ycnyrrl, KaKTo rr MHoroo6pasuero Ha norpe6r4Tenr4Te or rneAna roqxa Ha

cuequ$zxaraHarexHrrre KoHKperHr4 norpe6nocru. B rosn cMrrc:bJr, nog6panara

TeMa e c I43KJIIOqI4TeJIHa aKTyanHOCT 3A [OJIr4TVKaTa 14 npaKTI{KaTa rIO

rrpeAocraB{He Ha coqvaJrHt4 ycnyrrl 3a nbJrHoJrerHr4 nr{qa B E:rnrapur.

ArryarHocrra ce onpeAenr v or $arra, qe HrMa fl,cHr4 pr cnequ@uuHo

orrpeAeneHpr cTaHAapTV 3a KaqecTBo Ha ycnyfr4Te 3a Ta3r4 Bb3pacToBa lpyna, oT

eAHa crpaHa, a or Apyra, n c orneA u:pa6ornaHero Ha rroA3aKoHoBara

HopMarr{BHaypeg6a Ha Bnr43aulkrflB cura or 1 ronu 2020 r.3axoH 3a corlr4aJrH[Te

ycnyfrr. llpo6.neru:sr 3a KaqecrBoro Ha coqvit,'rHr4Te ycnyrr4 3a rrbJrHoJrerHrr nlrrJa

KaKTo B HaurroHaneH, TaKa 14 B eBponeficru xonreKcr, e cB6p3aH Ir c HarrI4Ha, [o

rofiro ce 4eSunzpa rroHJ{rr4ero 3a KaqecrBo, t4 c orrpeAeJrqHero Ha r{3Mep[Mlr



lrH.4r4KaTOp[, OTHaC.rruIpr ce Ao opfaHrr3aulrflTa, [poqeca 14 pe3ynTaTlrTe

norpe6HTeJrrrre.

2. IlosuaeaHe Ha npo6neua

OcrrqecreeHr4Jrr aianuz Ha corlr4anHr4Te ycnyru r{ rroJrr{Tr4Kr4Te 3a pa3Burl{e Ha

coqxanHr{ ycnyrr4 e Brnrapnq B ucropuqecKu r4 c:bBpeMeHeH KoHTeKcr, Ha

ocHoBHI4 HOpMarrrBHH Vt CTparerr4rlecKr4 AoKyMeHTr.I B Ta3rr HacoKa, KaKTo 14

npeAcraBeHr{Te pa:uoo6pa:Hu rneAHpr roqKu u geSuuutluu 3a rloH.f,Tr{.f,Ta

,,KaqecrBo", ,,!elr!r|", ,,craHgap^fLr" 14 Irp. AeMoHcrpl4par KoMnereHTHocr I,I

4o6po no3HaBaHe Ha npo6relra. B Aon:rJIHeHHe, sa4u6oqeHo e alr'ur3rrpaHa vt

enponeficrcara rrpaKTr{Ka no craHAaprr{3r4paHe Ha coquanHrzre ycnyrl{ KaKTo Ha

nzno Enponeilcrz cBIo3, TaKa Ha HlrBo MoAenu 3a craHAaprl,I3ar[lfl Ha coqvallHpl

ycnyfrr B orAeJrHr4 eepoueftcrr{ AbpxaBr4. OcrqecrBeH e Kpr4Tr.rqeH rrperneA Ha

3aKOHOAaTeICTBOTO fro OTHOrrreHrre KaqeCTBOTO Ha COq[anHr4Te ycnyfl{ B

E:s;rrapur h Ha rasv 6aza ca u4enru$urlr4paHrr r,r rcHo apryMeHTI4paHIr ocHoBHH

HecbBbprileHcrBa u upo6reuHn o6racu4, KbM rrpeoAon.flBaHero Ha KoI4To e

HacoqeH v ocHoBHr{rr Lr3cneAoBareJlcK}r I4HTepec. O6rpnaro e cneqIaanHo

BH[MaHr4e Ha KoHTpoJra Bbpxy KarrecrBoro. Bcuqrco roBa no y6e4HrereH HaqrrH

rroKa3Ba, qe e Han[qe rIo3HaBaHe z KpI4THqHo ocMrrcJr{He Ha npo6relra, rofiro e

rrpeAMeT Ha r43cneAoBaTeJrcKr{Te y cwnufl .

3. Memodurca

Curarau, qe or rneAHa ror{Ka Ha qenra Ha AI,IcepraIII{oHHrrr rpyA, a I4MeHHo ,,Aa

pa:pa6oru u anpo6upa B peanHa cpeAa HoB MoAen 3a yHrrBepcaJleH craHAapr 3a

Kar{ecrBo 3a coqr4illrHr4 ycnyrrr (Cy), [peAocraBflle'],1' Ha rrbJrHoJlerHvr IwfiJa, v ilo

TaKbB Haqr,rH Aa ce ycbBbprrreHcrBa Aeficreaqara B Hauara crpaHa cacreMa 3a

craHAaprlr3ar\ufl 3a ro3t4 Tr4rr ycnyru"(c.4), no46paHara Mero.U4Ka e rIoAXoAflrIa.

4. O4euxa Ha ecmecmlomo u docmoeepHocmma Ha Mamepuara



Karro reoperr{rrHara paMKa, TaKa u o6ocHoeKara 3a ras6opa 14 onr4caHr{ero Ha

MeroAr4Te .{enSra 14 Aucrrepcr4oHeH alaaJrrlg) pa3nvcBaHero Ha r,r3rrbJrHeHuTe

rrpoqeAypr4 no anpo6a\vfl, rr cborBerHr.rre anaJwr3vr cBr{AerencrBar 3a Ao6para

r43CJreAOBaTeJrCKa KyJrTypa v HayqHaTa KopeKTHocT Ha Ar{cepTaHTKaTa.

llpe4noxeHr{rr,,HoB MoAen 3a KaqecrBo Ha coquanHr{Te ycnyrrr 3a nbJrHoJrerHr4

rLrrla" (c. 88) c apryMeHTar\vsrav oilvca:eLtero Ha BcrrrrKr4 npeAnoxeHr{ B MoAena

o6lacru, B ToBa qr4cro craHAaprll I4 Kpl4Tepvr4 K:rM Bc.f,Ka or rrx, KaKTo I4

no4po6uoro onr4caHrre Ha cr4creMara B rrprrJro)KeHrrero, ca AoKa3arencrBo 3a

AocroBepHocrra Ha Merepr{ana, B:bpxy xofiro ce rpaAqr npr4Hoclrre Ha

Ar4CepTarluoHHplf, TpyA.

5. B KaK6o ce saurynqaaam uait-cz'tqecmreHume HayqHu unu HayqHo-

npuno)rcHu npuHocu ua ducepmaquam a?

Cnope4 rvren, naft-cbrrlecrBeHrrre rrpprHocr,r Ha AzceprarluoHHrtr rpyA Morar Aa ce

o6o6usr no cJreAHas Haqr4H:

Ocuqecreeuo e qeneHacoqeHo, saA:br6oqeHo

Aeficreaulara crrcreMa 3a craHAaprl{3ar\vts.

rrbJrHoJrerHr4 nvua n Ernrapur.
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Kpr4Tr{r{Ho flpoyr{BaHe

cout4tLIIHHTe ycnyflr

Hanzqe e pa:pa6oreu n anpo6upaH MoAen Ha craHAaprrtr Kprarepr4r4 3a KaqecrBo

Ha cou[anHr4Te ycnyfrr 3a nbnHoneTHvr Jlt4t\a, KoeTo [peAcTaBn{Ba 3Har{I4M

npr4Hoc rr KbM Teopplf,Ta, 14 K:bM npaKTr{Kara rro ynpaBJreHze Ha KaqecrBoro Ha

coq[iurHraTe ycnyfr4.

B Aourmrenue, $orycbr Bbpxy rrbJrHoJrerHkyte ilvfl\a, AoKonKoro Ao ro3l4 MoMeHT

n Eurapu.s re He ca flpzopurr4glrpanu rroHe rro orHorrleHrre Ha KaqecrBoro rr

eSerrueHocrra Ha noAKperrara, Korro [onyqaBar B coIIu€LiIHpITe ycnyrl{ B

o6rqsocrra, .qolpr.rHacr KibM ycbBbplrleHcrBaHe Ha npaKTl{Kara B ToBa

OTHOIIIEHI4E.



6. Oqeurca Ha npuHocume

Or Haqzna, fro xofiro e apryMeHTtrpaHa vt

pa3pa6orKa, Mo)Ke Aa ce Ha[paBr4 rr3BoA, qe rq

7. Ily6nurca4uu

npeAcTaBeHa Ar.rcepTarluoHHaTa

e Jrr{rIHo Aeno Ha AoKTopaHTKaTa.

HanHqe ca AaHHrr 3a rrer ny6,ruraqrav, .r'errrpv caMocroflTeJrHr{ 14 eAHa B

cbaBTopcTBo c Hayr{Hrzfl pbKoBoAr4TeJr, rro TeMaTa HA nucepTa\t4flTa. Te

oTpa3rBaT csrqecTBeHrr MoMeHTr4 oT KoHrlerrTyanHaTa paMKa u eTailI4 oT

rr3cneAoBareJrcKara pa6ora. lly6nnr<ynaHkr ca B roAr{rxHvr\v Lt c6opnuqz c

AoKnaAr4 or xou$epeHrlr4r{. Elna or uy6lurcaq[r{Te e Ha aHul4ficru egur.

8. Pesynmamu

Pe:ymarure or Ar{ceprarlr4oHHr,rfl TpyA Morar Aa ce rr3noJr3Bar B rrpaKTr4Kara,

KaKTo e nocoql4Jla 14 AoKTopaHTKara, B ToBa r{ucrTo v rrpu uspa6ornaHero Ha

rroAHopMarvBnara ype46a KibM BJrrr3ar\ur. B cnrra Ha 1 rorz 2020 r. 3aron :a

coql{aJIHI4Te yonyf LI.

9. AemopeQepam

Aerope$eparbr aAeKBarHo orpa3qBa KaKTo ocHoBHr{Te KoMrroHeHTur

Ar{ceprarllloHHrl.s rpyA, TaKa v rrxHoro cbA:bp)KaHze. Tofi e n o6eru or

cTpaHr4rIV.

l}.Kpumuuruu 6enectcrcu u sbnpocu:

Bux xouenrvpaJra B Kpr,rrl4r{en TIJIaH cJIeAHr{Te ABa MoMeHTa:

- Cnopeg MeH, B:srrpeKrl r{e .UdceprarluoHHrrrr rpyA e cbcpeAoroqeH Bbpxy

neprloA, e xofiro HoBrrrr 3axon 3a corlr4anHrrre ycJryrn He e BJr.fl36Jr B cr4Jra,

Saxrrr Ha HeroBoro rroArorBrHe Ir npr4eMaHe :aaJrala BKJIroqBaHero Ha

aHilrru3 r4Jrlr rroHe orflparKa KbM HeroBara $unoco$nr rro orHoIrIeHI4e

TpeTr{paHr{Te B A[cepTarlr4r{Ta Bbrrpocr4, cBbp3aHr4 c KoHrlellqvflTa 3a
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coqvaJIHI{ ycnylr4, TrxHoTo KarIecTBo r1 KoHTpona B:bpxy ToBa KaqecTBo. B

TO3LI CMLTCSJI, CMtTaM, qe aKO aHa,TIr3ST 6eIXe O6XeaHan I{ npOMeHI,ITe,

npeABIdKAaHr4 r{pe3 To3r4 3aKoH, ToBa 6u gonpuHecJro KbM no-n:bJrHo

pa3Kpr4BaHe Ha aKTyanHara cr4Tyarlprr B cSepara.

- llpanu BrreqarJreHr,re, qe HaqrrHbr, no xofiro ca orpa3eHrr HHTepHer

cafiroeeire B crrr4cbKa c nr{Teparypa, 3arpyAHqBa rrpocne.q.flBaHero v

oTKpHBaHeTO Ha KOHKpeTHr.rTe TeKCTOBe, r\uTvrpaHr4 B Ar.rcepraquxra. c
ToBa r{cKaM 4a or6enexa, qe [pt,t rro3oBaBaHe Ha cbAbp)KaHae or cafirone,

e ueo6xo4rdMo Aa ce r,r3nr4cBa n:otntrfl. aApec, na xofiro e noMecreH

c:r' orBerHI4 fl uurrvp aH A o KyM eHT. B 4o nr.nne lave ) rlua HeroqHo c r Lr B c av.ufl.

crrr4cbK, Hanpr4Mep, noBropeHlrr (J\bNe 33 u 42 cbA:bp)Kar eAr4H H cbxl

v:rouHar); aqpecv\ Korrro He Morar ra 6's1ar orKpt4Tr4 r4rrv ca v3nvcaHvr

HenpaBr{nHo (nanp., www. bcnl. orglllparrr a yp e g6 a Ha c oqrilnHrrre ycnyrx

Ha Be.nraxo6pLtraHt4fl, fepllauu.r, Opanqux, Eenrzq. Enponeficru

craH.4aprv, 2002; www.bcnl.org/ Coqua,rno npeAnpr4eMarrecrBo u

KoHrpoJr Ha corlaulnHr.{re ycnyril s E:brrapr4r u EC, 2005) v Lpytv

HeroqHocru rurlr HenbnHorl4. B rosv cMp{c:b!T, 6ux npenop:brrrua [pLl

lpeAcroqrqo ny6nzrcyBaHe Ha rrlouorpaSilA no reMara Ha Ar4ceprar\uflTa,

Aa ce o6:spHe cneqr{aJrHo BHrrMaHrre Ha re3r4 1erafinu.

Eux ucxala v Ia nocraBr eArrH Blnpoc K:bM AoKTopaHTrara: Cnope4 Bac, 4o

KaKBa creneH npeAnolreHr4rT pt anpo6upau MoAen [peoAonrBa cra6ocrkr"re vr

HeAOCTaTbIII4Te Ha CbrrIeCTByBarrIaTa Cr{CTeMa 3a CTaHAapTr43[paHe HA

c oquanHllTe yc;ryrra ?

Tpr6na ,qa or6e,relra, lre nocoqeHr4Te KpurLrrrHr4 KoMeHTapr4 He oMilrroBaxaBar

rr3BbprrreHara cbrrlecrBeHa HayqHox3cneAoBareJrcra pa6ora u 6u cnegnrlno Aa ce

Bb3npr4eMar no-cKopo Karo rroBoA 3a no-Harar:brxHa pe$nexcrax v

canrope$neKcuA.

I l.Momueu u flcHo QopuynupaHo 3aKrtoqeHue.



Ha 1asataHa analfir3a AoryK, Mora Aa HanpaBr 3aKnroqeHr4ero, qe paspa6orxara

Ha Huxo:ruma llefi.{eea lpurex{aBa Heo6xo4uuure KarrecrBa Ha go6pe

rrnaHllpaHo, apfyMeHTr4paHo, ocsqecTBeHo II HafrbJrHo 3aBsprxeHo rr3cJreABaHe.

Brn npr:r<a c roBa I43pa3rBaM cBoqra rrono)KrrrenHa orIeHKa r4 rrpeloplqBaM Ha

yBaxaeMoro HayqHo )Kypu Aa rrpr4cbAu o6pa:onarenHara Lr HayrrHa crerreH

,,4oKTop" rro AoKTopcKa rrporpaMa Coqzanna pa6ora, ncvxonorr{qecKr.{

rr3cJreABaHVA v cot\rruurHa noJrr.rrr{Ka KbM npo$ecraoHa-rrHo Hanpaerenve 3.4.

Coqua;rnu AefinocrH na Hnronunra Hnxoraena llefi.{esa.

18 anrycr 2020 r.
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